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PREFACE 



The report of the research project, "A Competency Pattern Approach to 
Curriculum Construction in Distributive Teacher Education," is presented in four 
volumes . 

Volume I includes a Philosophy of Distributive Education, the Critical Tasks 
of the High School Distributive Education Teacher -Coordinator , the Professional 
Competencies Needed to Perform the Critical Tasks, the Technical Competencies 
Needed to Develop Identified Competencies of Selected Distributive Workers and a 
Cross-Tabulation of Competencies Needed by Selected Distributive Workers. This 
volume also includes a selected bibliography, samples of inquiry forms, additional 
statistical ayalyses and profiles of participants in the study. 

Volumes II, III and IV include the Critical Tasks of Selected Distributive 
Workers, Competencies Needed to Perform the Tasks, and a Cross-Tabulation of 
Competencies Needed by Workers in Selected Categories of Business. Special 
recognition is due to 0. Rebecca Hawkins, Assistant Project Director, for the 
painstaking work she did in developing the materials for these volumes. The 
volumes are organized as follows: 



Volume 


II : 


Department Stores 
Variety Stores 


Volume 


III: 


Food Stores 
Service Stations 
Wholesaling 


Volume 


IV : 


Hotels/Motels 

Restaurants 



Research workers who are concerned with curriculum research regarding teacher 
education will find Volume I to be of particular interest. 

Curriculum workers concerned with high school, post secondary and adult dis- 
tributive education curriculums will find the data in Volumes II, III and IV to 
be helpful. For a complete report of the methods used in obtaining the data 
included in these volumes and for concepts and generalizations concerning market- 
ing and economics, the reader should refer to Chapter V, Volume I. 
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CRITICAL TASKS IN SELECTED JOBS 

COMPETENCIES REQUIRED TO PERFORM 

THE TASKS 

COMMON CORE OF COMPETENCIES 
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CHAPTER XII 

CRITICAL TASKS AND COMPETENCIES 
IN THE 

HOTEL/MOTEL CATEGORY 



Purpose: The specific purpose of this part of Step IV of the research 

Competency Pattern Approach to Curriculum Construction in Distributive leaci 
Education," was to determine the critical tasks required by distr i b utive 
in the hotel/motcl category and to determine the competencies needed to perioi 

these tasks. 



DESIGN OF THE STUDY 



23 



As explained in Chapter V, Volume I, the critical tasks performed by woikei 
in selected .jobs in the hotel/motel category were identified through structured 
interviews. The pattern of interviewing in the hotel/motel field varied from t 
established pattern for other categories. The pattern for other categories, wi 1 
the exception of wholesaling, was to interview a full-time employee and the supoi- 
visor of that employee in each job in a two-step career continuum. Interviews 
concerning the same job were scheduled in Richmond, Roanoke and Wytheville, Vir- 
ginia. The IIotel/Motel Advisory Committee identified certain jobs for study whic 
were not available in all three locations. Some of the jobs did not follow a J 
progression in terms of a change in job title. Advancement for an individual in 
such jobs (example, recreation director) is made through larger responsibilit e 
within that job either in the same location or in a different location. Foi this 
reason, interviews were held in Virginia resort hotels as well as in hotels and 
motels in the three cities mentioned above. Another variation in the pattein wa 
in the number of interviews. In some eases, it was not possible to study the same 
job in three locations; in other instances, only one interview concerning a job 
could bo scheduled in a particular location. The largest number of interviews 
concerning one job title was nine; the smallest number was two . <Li.rait.ed intei- 
views concerned such jobs as "executive ehei" and recreation director. ) The 
listing of Entry, Career and Specialist Jobs is on page 946 t The Advisoiy C 
mittee also reviewed the items in the pre-coded Interview Guide, a sample of 
which is in Appendix B, Volume I. 



A' tentative list of competencies needed to perform the identified critical 
tasks was drawn from the literature and from discussions with authorities in hotel 
aSd motel operation This list was evaluated by paired distributive specialists - 
one member from the Hotel/Motel Advisory Committee and a member 01 the Educational 
Institute of the American Hotel and Motel Association with previous experience in 
distributive teacher education. These distributive specialists also evaluated the 
selection of jobs which seemed to require the competency. 



ANALYSIS AND INTERPRETATION OF THE DATA 



Critical Tasks: In Tables 274 through 311 the responses of supervisors and 

employees in se lected hotels and motels are given. In instances where a majority 
of respondents indicated that they never performed a listed task, that task was 
deleted. Tasks that were added to the list of tasks on the pre-coded Interview 



23 See Chapter V, Volume I, for a complete explanation of the procedures 
used in Step IV. 
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Guide are listed below each table. These additional tasks wcio not 
to other respondents, but were discussed with the distrib * \ ‘ ocdcd 

served on this part of the research and were considered in developing neeuc 

competencies . 



The data are organized in this way: Specific job duties and rolatod^job 

duties (tasks related to sales promotion, stock an 07 CUb D at a concerning in-hotel/ 
provided for each of the 17 jobs in Tables 274 - o07. Data co nceining 

motel contacts , out-of-hotol/motel contacts snpert-asory 

equipment and materials are provided in Tables o * na£rG 946 for job 

atfaiven S C S^ioSVloa»“ 1 ^K;/rto”ndicat;d the need lor these com pc- 
tcncies arc identified by job number under each category. 



Competencies: Competencies needed to perform the critical tasks 

into elghfa rcas : advertising , communications human relations , mat hematics ^ 

merchandising, operation and management, product and/oi service t ^ fcy 

of display was deleted in this category. Knowleses a 



selling. The area 



understandings, skills 
Job numbers of workers 
The reader should note 
assistant are the same 
that in order to enter 



and attitudes are presented under each of the eight areas 
who need the competency arc given below each competency 
that the job number for the manager and the G * GG 

In addition to the above competencies, it is assumed 
„ and advance in a distributive occupation workers need 
an understanding of basic concepts concerning marketing and economics Some 
SasiS concepts and generalizations concerning marketing and economies aie in- 

eluded in Chapter V, Volume I. 



Coro of Competencies : Tables 312 - 319 give a cros s-tabul ation of s 

ot^compotoncics^'show ^’commo^cor^of' competencies needed by a number of workers. 

vs/irioTXt 

Knowledge “area of Advertising) competency * 13, found onpageioaercads 
is cSnsidcrod ncco'ssary for job number 35, sales manager i 1 , , S is- 

competency numbers in the & study U are°n™bered con- 

^ i s t o n 1 1 v 1 1 h r o ugh o u t the study. ’ If a certain competency is not needed by workers 
iJ hotils ind motels that competency is omitted in the hotel/motel competency 
i?Jt ^but will appear in other lists. This numbering scheme was used to facili- 
tate ' cross-tabulation of competencies in the seven categories of business, as 
presented in Tables 30 - 38, Volume I. 
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HOTEL/MOTEL ENTRY. CAREER AND SPECIALIST JOBS 



3 Purchasing Agent 

16 Assistant Manager 

19 Cashier 
22 Manager 

22 Executive Assistant 

26 Be 11 man 
(porte. ) 

27 Bell Captain 

) 28 Service Superintendent 

29 Room Clerk 



30 Reservation Manager 

31 Night Auditor 
(Manager) 

32 Chef 

33 Catering Manager 

34 Executive Housekeeper 
33 Sales Manager 

36 Building Superintc ' dent 

37 Recreation Director 
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TABLE 274 






JOB TITLE: BELLMAN/PORTER 

JOB NUMBER : 26 

SPECIFIC JOB DUTIES 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 room^ 


S 


E 


S 




IS 


JS 


Si 


IS 


S 


1 


1 


1 


i 


1 


1 


1 


1 


1 


1 


1 


1 


1 


3 


2 


1 


1 


TT 


1 


1 


1 


1 


2 


2 


1 


1 


1 


1 


1 


1 


1 


2 


2 


1 


1 


1 


1 


1 


1 


1 


2 


2 


1 


1 


"T 


1 


1 


1 


l 


2 


1 


1 


1 


1 


1 


1 


1 


l 


2 


1 


1 


1 


1 


1 


1 


3 


l 


3 


1 


1 


1 


2 


1 


1 


1 


l 


2 


1 


1 


1 


3 


i 


1 


1 


l 


2 


1 


1 


1 


1 


3 


3 


1 


l 


3 


3 


1 


1 


1 


1 


1 


1 


l 


3 


1 


1 


1 


1 


1 


1 


1 


l 


2 


1 


1 


1 


1 


i 

X 


1 


1 


1 


3 


1 


2 


2 


o 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


l 


2 


1 


1 


1 


1 


1 


1 


1 


l 


1 


1 


1 


1 


1 


1 


1 


1 


l 


2 


1 


1 


1 


1 


1 


1 


2 


l 


3 


3 


1 


2 


2 


1 


3 


2 


l 


3 


2 


1 


1 


1 


1 


1 


1 


l 


2 


1 


1 


1 


1 


1 


1 


1 


l 


2 


1 


3 


3 


1 


1 


1 


1 


l 


2 


1 


2 


1 


1 


1 


1 


1 


1 


2 


1 


1 


1 


1 


1 


1 


1 


l 


2 


1 


1 


1 


1 

















CRITICAL TASKS 



* 



t; 

a 

U 

it 






1. 

2 . 

3. 

4. 

5. 

6 . 



7. 

8 . 



9. 

10 . 



11 . 

12 . 



13. 

14. 

15. 



16. 

17. 



18. 

19. 



20 . 
21 . 



22 . 



23 . 
24. 



25. 



Carries baggage for arriving guests 
Escorts guest to registration desk 
Receives key for guest's room 
Escorts guest to room 
Deposits baggage in room 

Opens windows, adjusts radiators and turns on 
lights 

Makes sure room is equipped with towels, soap, 
stationery and other supplies 
Telephones operator in presence of guest if the 
latter wishes to be called at a certain hour 
Collects guest's linen or suits for cleaning 
Returns to bellman's desk in lobby after showing 
a guest to his room 

Pages guests in lobby, dining room or other area 
Supplies information about hotel/motel facilities 
and services 

Assists departing guests with luggage 
Notifies bell captain about unusual occurances 
Maintains orderliness in lobby, lounges and 
public rooms by picking up newspapers, emptying 
ash trays, straightening cushions and replenishing 
supplies in writing desks 

Suggests use of hotel or motel services such as 
dining room and room service 

Delivers packages for guests and performs other 
errands 

Anticipates guests' wants and needs 

Helps sell room accomodations by showing rooms to 

potential guests 

Makes minor room repairs and adjustments 
Explains to guests the location of ice and soft 
drink machines 

Explains to guests how to regulate thermostatic 

controls in the room 

Delivers messages for guests 

Explains use of features of the room such as 

television, radio, night lock and telephone 

Gives directions 



o 

ERIC 



i 



study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 274 (continued) 




JOB TITLE: BELLMAN/PORTER 

JOB NUMBER : 26 

SPECIFIC JOB DUTIES 



TASKS ADDED BY INTERVIEWEES: 



1, Locks gates to swimming pool and turns off lights at night 

2. Helps with serving guests in the dining room during rush peridos 



f 
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TABLE 275 



JOB TITLE: BELLMAN/PORTER 

JOB NUMBER : 26 

RELATED JOB DUTIES - SALES PROMOTION 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
( under 100 rooms) 


S 


E 


S 


El 


S 


ET 


nr 


TT 


n? 


2 


3 


3 


1 


3 


3 


i 


1 


3 


2 


3 


1 


1 


3 


1 


3 


1 


3 


1 


1 


1 


1 


3 


1 


1 


1 


1 


3 


2 


3 


1 


1 


1 


3 


1 


2 


1 


1 


1 


1 


3 


1 


2 


1 


2 


2 


2 


1 


1 


1 


1 


3 


1 


3 


1 


1 


1 


1 


1 


1 


3 


3 


3 


1 


1 


1 


1 


1 


1 


1 


3 


2 


1 


1 


3 


1 


3 


1 


1 


1 


2 


2 


3 


3 


1 


3 


1 


2 


3 


3 


1 


1 


3 


3 


2 


3 


1 


1 


2 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


3 


1 


2 


1 


3 


1 


o 

u 



CRITICAL TASKS 



1 

2 

3 



4 

5 



6 

7 



8 

9 



10 

11 

12 

13 



Arranges registration desk so that it is neat - 
never cluttered 

Develops lighting arrangements suitable to the 
lobby or other publicly-used rooms 

Wears clean, attractive uniforms in accordance with 
the policies of the hotel or motel 
Turns on electric signs or display lighting 
Directs customers' attention to displays of maps 
and places of interest 

Displays posters of special events in the community 
for tourists to see 

Displays a listing of meetings being held in the 
establishment with date, time and location 
Calls guests' attention to directional signs 
Supplies customers information on advertised 
services and facilities 

Reads own and competitor's newspaper or trade 
journal ads 

Points out advertised services or facilities to 
guests 

Promotes the hotel or motel by giving immediate and 
courteous service to guests 

Offers customers free copies of community events 
brochures or entertainment brochures 



study ; 



"S" 

"E" 



indicates 

indicates 



the 

the 



supervisor of the employee whose job was selected for 
employee in the job selected for study. 
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TABLE 275 (continued) 



JOB TITLE: BELLMAN/PORTER 

JOB NUMBER: 26 

RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, SUPPLIES 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 
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CD 
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CO 
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CO 
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u 
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0) 
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CD 






Sh 










Eh 


> 






Eh 
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~TT 


s 


E 


s 


E 


s 


E 


S 


1 


1 


3 


3 


2 


3 


3 


3 


2 


1 


1 


1 


1 


1 


3 


3 


2 


3 


3 


3 


1 


1 


I 


1 


1 


1 


2 



CRITICAL TASKS 



1 

9 



Takes stock inventory count 

Inspects rooms for damages or pilferage 

Dusts or cleans furniture in lobby or public rooms 



* 

study ; 



"S" 

"E" 



indicates 

indicates 



the 

the 



supervisor of the employee whose job was selected for 
employee in the job selected for study. 
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TABLE 275 (continued) 



JOB TITLE : BELLMAN/PORTER 

JOB NUMBER : 26 

RELATED JOB DUTIES - CUSTOMER CONTACTS 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


CRITICAL TASKS 


~S“ 


E 


-s - 


E 


~S“ 


E 


" 3 “| 


TT 


S 




1 


1 


1 


1 


1 


1 


1 


1 


1 


1. Gives directions to guests 

2 . Adjusts guests' complaints about rooms or service 

3. Makes suggestions to guests for entertainment, 
sightseeing, etc. 

4 . Suggests good restaurants to guests 


3 


1 


2 


2 


3 


1 


1 


1 


2 


1 


1 


1 


1 


2 


1 


1 


1 


2 


1 


1 


1 


1 


1 


1 


1 


1 


2 











study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 276 



I 



V 



V 



span 



JOB TITLE: BELL CAPTAIN 

JOB NUMBER : 27 

SPECIFIC JOB DUTIES 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


“3“ 


E 


nr 


IT 




E 


1 


1 


i 


1 


1 


3 


1 


1 


i 


1 


1 


3 


1 


1 


i 


1 


1 


1 


1 


1 


i 


2 


1 


1 


1 


1 


i 


1 


1 


1 


~3~ 


2 


3 


3 


1 


1 


T 


“3" 


3 


1 


1 


1 


"2" 


1 


2 


2 


3 


3 


1 


1 


1 


i 


1 


1 


2 


1 


1 


2 


1 


1 


~T 


1 


1 


1 


T 


1 


“5“ 


1 


1 


2 


3 


~T~ 


T" 


3 


2 


2 


3 


1 


1 


1 


1 


1 


T 


1 


1 


1 


1 


1 


“3" 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


~r 


1 


1 


1 


1 


1 



CRITICAL TASKS 



1. 

2 . 

3. 

4. 

5. 

6 . 

7. 

8 . 

9. 

10 . 

11 . 

12 . 

13 . 

14. 

15. 

16. 



Organizes the work of bellmen 
Delegates duties to each bellman 
Inspects bellmen for neatness 
Trains new bellmen 

Serves special or distinguished guests personally 
Keeps time records 
Determines work schedules 
Handles complaints of guests 
Helps guests arrange transportation 
Interviews applicants and recommends hiring 
Works out travel schedules for guests 
Obtains transportation tickets for guests 

Obtains theater or other entertainment tickets for guests 
Gives directions 

Calls bellmen to escort guests to rooms 
Advises bellmen on action to take in response 



to unusual 



17. 

18. 



guest requests 
Suggests use of 
Performs duties 
periods 



hotel facilities and services to guests 
of subordinates during rush or peak 



TASKS ADDED BY INTERVIEWEES: 



Handles registered letters, C.O.D.’s, etc., for hotel (incoming and outgoing) 

Wraps packages for hotel and guests for mailing purposes 

Keeps detailed records of all outgoing and incoming mail 

Makes reservations (theater, etc.) and picks up tickets for gues s 

Sees that bellmen receive their fair share of tips 



study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 277 



JOB TITLE: BELL CAPTAIN 

JOB NUMBER : 27 

RELATED JOB DUTIES - SALES PROMOTION 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


CRITICAL TASKS 


S 


E 


a 


E 


S 


E 




1 


1 


1 


1 


3 


3 


1. Sees that hotel or motel personnel are dressed neatly and 
attractively in clean, well-fitting uniforms 

2. Wears clean, attractive uniforms in accordance with the 
policies of the hotel or motel 

3. Turns on electric signs or display lighting 

4. Directs customers' attention to displays of maps and 
places of interest 

5. displays posters of special events in the community for 
tourists to see 

6. Displays a listing of meetings being held in the estab- 
lishment with date, time and location 

7. Calls guests' attention to directional signs 

8. Supplies guests information on advertised services and 
facilities 

9. Informs hotel or motel personnel involved about advertised 
services and facilities 

10. Promotes the hotel or motel by giving immediate and cour- 
teous service to guests 

11. Offers guests free copies of community events brochures 


1 


1 


1 


1 


3 


1 


3 


1 


1 


1 


3 


3 


1 


1 


i 


1 


3 


1 


2 


2 


1 


1 


3 


1 


1 


3 


1 


1 


3 


1 


1 


1 


1 


1 


3 


1 


1 


1 


3 


3 


1 


1 


1 


1 


3 


3 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


3 


3 


1 


1 




or entertainment brochures 


TASKS ADDED BY INTERVIEWEES : 

1. Keeps the lobby clean by picking up things, straightening brochures and map 
racks 





* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 277 (continued) 



JOB TITLE: BELL CAPTAIN 

JOB NUMBER: 27 

RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT. SUPPLIES 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



TASKS ADDED BY INTERVIEWEES: 

1 . Observes room conditions and reports to the proper person 



* 

study ; 



"S" indicates the supervisor of the employee whose job was selected for 
M E" indicates the employee in the job selected for study. 
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Transient 
(over 100 rooms) 


CRITICAL TASKS 


S 


~T~ 


"5“ 


E 


S 


TT 




1 


2 


1 


1 


3 


3 


1. Checks stockroom for depleted supplies 

2. Keeps supplies in stockroom or stock closet organized 
and assessable 

3. Inspects rooms for damages or pilferage 

4. Calls vendors if cigarette or other machines need 
refilling 

5. Reorders basic stocks and supplies. 


1 


1 


1 


1 


3 


3 


2 


1 


1 


1 


3 


3 


• 1 


3 


1 


1 


O 

la 


1 


2 


2 


3 


1 


3 


3 
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I 

j 









TABLE 277 (continued) 
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JOB TITLE: BELL CAPTAIN 

JOB NUMBER: 27 

RELATED JOB DUTIES - CUSTOMER CONTACTS 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


CRITICAL TASKS 


S 


JB 




JB 




E 




1 


1 


1 


1 


1 


1 


1*. Gives directions to guests 

2. Adjusts guests' complaints about rooms or service 

3. Makes suggestions to guests for entertainment, sight- 
seeing, etc. 

4. Suggests good restaurants to guests 


1 


1 


2 


1 


2 


2 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 









study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 278 

JOB TITLE: SUPERINTENDENT, SERVICE 

JOB NUMBER: 28 

SPECIFIC JOB DUTIES 

Interviewees* indicated that the following tasks were performed 
(1) regularly 4 (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Resort 


CRITICAL TASKS 


nr 


E 


X - 


IT 


”5“ 


TT 




i 


1 


1 


1 


1 


1 


1. Coordinates workers handling baggage, operating ele- 
vators and cleaning public areas 

2. Hires and discharges personnel 

3. Trains and instructs personnel 

4. Makes assignments 

5. Keeps time records 

6. Decides on work schedules 

7. Adjusts guests' complaints concerning service personnel 

8. Conducts investigations for lost luggage 

9. Makes out employee payrolls 
10. Handles employee grievances 


2 


1 


1 


1 


2 


1 


"T“ 


“T~ 


1 


1 


1 


i 


“X 


~T~ 


1 


1 


1 


1 


1 


~T~ 


’ 1 


T 


1 


1 


1 


1 


1 


1 


1 


1 


~T 


1 


1 


1 


1 


1 


T 


1 


1 


1 


1 


1 


3 


1 


1 


1 


1 


1 


2 


1 


1 


1 


2 


1 


TASKS ADDED BY INTERVIEWEES: 

1. Conducts group meetings of bellmen periodically . . 

2. Obtains information on the number of arriving and departing guests m order 

to schedule bellmen , , , . 

3. Checks elevator operators’ arrival to be sure .all elevators are in operation 

4. Meets trains to pick up guests' luggage 

5. Keeps records on departures, telegrams and baggage 

6. Sees that bellmen sign out when running errands for guests 

7. Accepts guests' delivered packages 

8. Sends out express baggage for departing guests 

9. Receives and ships out materials and supplies used by convention groups 

10. Follows up on the service rendered by bellmen to their assigned guests 



* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 



956 



! O 

5ERLC 

k ' * z iiiinn- *mm t <«**• *•##«-* ' m* » *« ■— •*» 






A 






^ -'*,*.*» * ^ w* - r - • '" • ^ v - .. ' l'-~-.ipE'i.'!!A-, ■ - - -'JL i^^ii . U .i. L... , I ^ L . 1 1 1 lill 



TABLE 279 



JOB TITLE: SUPERINTENDENT, SERVICE 

JOB NUMBER: 28 

RELATED JOB DUTIES - SALES PROMOTION 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
( over 100 rooms) 


Resort 


CRITICAL TASKS 


S 


E 


S ' 


E 


S 


E 




3 


3 


3 


1 


2 


1 


1. Develops lighting arrangments suitable to the lobby or 
other publicly-used rooms 

2. Sees that hotel or motel personnel are dressed neatly and 
attractively in clean, well-fitting uniforms 

3. Wears clean, attractive uniforms in accordance with the 
policies of the hotel or motel 

4. Directs guests' attention to displays of maps and places 
of interest 

5. Displays a listing of meetings being held in the establish 
ment with date, time and location 

6. Calls guests' attention to directional signs 

7. Supplies guests information on advertised services and 
facilities 

8. Points out advertised services or facilities to guests 

9. Promotes the hotel or motel by giving immediate and 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


2 


1 


2 


1 


3 


1 


3 


1 


1 


1 


1 


1 


2 


1 


2 


3 


1 


1 


3 


3 


3 


1 


1 


1 


3 


3 


3 


1 


1 


1 


1 


1 


1 


1 




courteous service to guests 





] 

j 






* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 279 (continued) 



4-i 



JOB TITLE: SUPERINTENDENT, SERVICE 

JOB NUMBER: 28 

RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, SUPPLIES 



Interviewees* indicated that the following tasks were performed 
(1) regularly. (2) occasionally or (3) never 



Transient 
( over 100 rooms) 


Resort 


CRITICAL TASKS 

l 


~5~ 


“TT 


~s~ 


T" 


rs“ 


TT 




1 


1 


i 


1 


l 


1 


1. Checks stockroom for depleted supplies 

2. Keeps supplies in stockroom or stock closet organized and 
assessable 

3. Initiates stock inventories 

4. Takes stock inventory counts 

5. Inspects rooms for damages or pilferage 

6. Dusts or cleans furniture in lobby or public rooms 

7. Fills out reports on breakage, missing articles, etc. 


1 


1 


i 


i 


< • 
O 


r 


2 


2 


3 


3 


3 


2 


T 


n 


3 


3 


3 


2 

"S' 


1 


i 


1 


1 


S 


“31 


i 


1 


1 


1 


1 


T1 


nr 


rr 


3 


1 


1 





* 

study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 279 (continued) 



JOB TITLE: SUPERINTENDENT, SERVICE 

JOB NUMBER: 28 

RELATED JOB DUTIES - CUSTOMER CONTACTS 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
( over 100 rooms) 


Resort 


CRITICAL TASKS 


S 


E 


s 


IS 


3 


E 




1 


1 


1 


1 


3 


1 


1. Gives directions to guests 

2. Adjusts guests' complaints about rooms or service 

3. Makes suggestions to guests for entertainment, sight- 
seeing 

4 . Suggests good restaurants to guests 


~2 


1 


1 


2 


3 


2 


i 


1 


1 


1 


3 


2 


1 


Jl 


1 


1 


3 


3 



TASKS ADDED BY INTERVIEWEES : 
1. Arranges day trips and transportation for guests 



* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 280 



JOB TITLE: ROOM CLERK 

JOB NUMBER : 29 

SPECIFIC JOB DUTIES 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 






Transient 


(under 100 rooms) 


S 


et 


S 




E 


s 


E 


ns^ 


E 


1 


i 


1 


1 


1 


1 


1 


i 


1 


1 


l 


1 


1 


1 


1 


1 


i 


1 


1 


l 


1 


1 


1 


1 


3 


i 


1 


1 


l 


1 


1 


1 


2 


1 


i 


1 


1 


l 


1 


1 


i 


1 


1 


l 


1 


1 


l 


1 


1 


2 


1 


1 


2 


1 


1 


l 


1 


1 


2 


1 


1 


1 


1 


1 


l 


1 


1 


1 


1 


1 


1 


1 


1 


l 


1 


1 


1 


1 


1 


1 


1 


1 


l 


1 


2 


1 


2 


1 


2 


2 


1 


l 


1 


1 


1 


1 


1 


1 


3 


1 


l 


1 


1 


1 


1 


1 


1 


3 


1 


l 


1 


1 


1 


1 


1 


1 


1 


1 


l 


1 


1 


1 


1 


1 


1 


2 


1 


l 


1 


3 


1 


3 


1 


1 


1 


1 


l 


1 


1 


1 


1 


1 


1 


3 


1 


l 


1 


1 


1 


1 


1 


1 


1 


1 


l 


1 


1 


1 


1 


1 


1 


1 


1 


o 


2 


3 


1 


1 


1 


1 


2 


1 


1 


1 


1 


1 


1 


1 


3 


3 


1 


1 


2 


1 


1 


1 


1 


1 


1 



CRITICAL TASKS 



1. Rents and assigns rooms to guests 

2. Greets guests and asks what type of room is 
desired 

3. Quotes prices of rooms, trying to rent more 
expensive ones first 

4. Assist s ' guests in registering for rooms 

5. Writes room number on registration card 

6. Summons bellman and gives him room key 

7. Gives bellman any special instructions 

8. Keeps record of rooms occupied 

9. Reserves rooms for guests by consulting reser- 
vation file 

10. Arranges transfer of registered guests to other 
rooms, making out a transfer slip in duplicate 

11. Checks out guests 

12. Receives room key 

13. Time stamps bill 

14. Collects payment 

15. Maintains records 

16. Sorts mail 

17. Informs guests of services available 

18. Makes future reservations 

19. Mails reservation acknowledgement to future 
guests 

20. Shows and sells room accomodations 

21. Transmits and receives messages by phone, 
teletypewriter, etc. 



from guest 



of guests' accounts 



1 . 
2 . 

3 . 

4 . 
5. 



TASKS ADDED BY INTERVIEWEES: 

Supervises porters in absence of assistant manager 
Sets up tours for guests 
Issues credit application forms 

Watches reservations so the front office will not overlook them 
Trains new front office employees 



* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 



TABLE 281 




1 



JOB TITLE: ROOM CLERK 

JOB NUMBER : 29 

RELATED JOB DUTIES - SALES PROMOTION 

Interviewees indicated tlia t the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


CRITICAL TASKS 


S 


E 


~"5“ 


E i 


E 


“ 5 " 


E 


S 


“E 




1 


1 


1 


1 


1 


1 


1 


1 


1 


1. Arranges registration desk so that it is neat - 
never cluttered 

2. Wears clean, attractive uniforms in accordance 
with the policies of the hotel or motel 

3. Displays candy, mints and cigarettes in a con™ 
venient place 

4. Directs customers' attention to displays of maps 
and places of interest 

5. Displays posters of special events in the 
community for tourists to see 

6. Calls guests' attention to directional signs 

7. Supplies guests information on advertised 
services and facilities 

8. Informs hotel or motel personnel involved about 
advertised services and facilities 

9. Reads own and competitor's newspaper or trade 
journal ads 

10. Points out advertised services or facilities to 
guests 

11. Keeps informed of competitors' prices and pro- 


3 


3 


1 


3 


1 


3 


1 


1 


1 


2 


1 


3 


3 


1 


2 


1 


3 


3 


2 


1 


1 


1 


1 


1 


1 


1 


2 


2 


2 


1 


1 


1 


1 


3 


1 


1 


1 


1 


1 j 


jl 


1 


1 


1 


3 


3 


2 


1 


1 j 3 


1 


o 


1 


1 


1 


3 


1 


2 


3 


1 


3 


1 


3 


1 


2 


1 


o 

«J 


O 

kJ 


1 


3 


2 


2 


2 


1 


1 


1 


3 


1 


3 


1 


1 


2 


1 


2 


2 


3 


1 


O 


3 


3 


3 


1 


1 


1 


1 


1 


1 


1 


1 


1 


motional campaigns 

12. Promotes the hotel or motel by giving immediate 


2 


1 


1 


1 


1 


3 


1 


1 


1 


and courteous service to guests 
13 . Offers guests free copies of community events 






brochures or entertainment brochures 



* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 281 (continued) 



JOB TITLE: ROOM CLERK 

JOB NUMBER : 29 

RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, SUPPLIES 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 




Transient 
(under 100 rooms) 


CRITICAL TASKS 


s 


E 


~5~ 


E 


E 


s 


~sr 


”5" 


E 




2 


2 


1 


3 


1 


1 


i 


2 


1 


1. Calls vendors if cigarette or other machines need 
i*6 filling 

2. Maintains fresh supply of candy, mints , aspirins , 
etc . , near front desk 


2 


2 


3 


3 


1 


3 


i 


2 


3 















study ; 



S” indicates the supervisor of the employee whose job was selected for 
E" indicates the employee in the job selected for study. 
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TABLE 281 (continued) 




JOB TITLE: ROOM CLERK 

JOB NUMBER ; 29 

RELATED JOB DUTIES - CUSTOMER CONTACTS 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 






> 

I 

i 

I 

■ 







Transient 


I (over 100 rooms) 








Transient 


(under 100 rooms) | 


| 

CRITICAL TASKS 


s 


E 


S 


E 


R 


S 


R 


S 


E 




1 


i 


1 


2 


1 


X 


1 


1 


1 


1. 


Gives directions to guests 


1 


i 


1 


2 


1 


1 


1 


2 


1 


2. 


Adjusts guests' complaints about rooms or service 
Authorizes guests' bank checks 


1 


3 


1 


1 


1 


1 


1 


1 


1 


3. 


1 


1 


1 


1 


1 


1 


1 


1 


~T 


4. 


Makes suggestions to guests for entertainment and 


1 


1 


1 


1 


1 


1 


1 


3 


2 


5. 


sightseeing 

Suggests good restaurants to guests 


1 


1 


1 


1 


1 


1 


1 


1 


1 


6. 


Takes reservations by phone, mail and telegraph 



TASKS ADDED BY INTERVIEWEES: 

1. Gives telephone messages to guests 

2. Answers outside inquiries concerning guests 



* 

study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 282 

JOB TITLE: CASHIER 

JOB NUMBER: 19 

SPECIFIC JOB DUTIES 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
( under 100 rooms] 


CRITICAL TASKS 


“S" 


nr 


s 


E 


"5" 


E 




1 


i 


i 


1 


1 


1 


1. Receives, sorts and posts charge slips in ledger 

2. Files charge slips 

3. Receives payment from guests 

4. Makes out receipted bills for guests 

5. Makes authorized disbursements for C.O.D.'s and similar 
items 

6. Cashes authorized checks for guests 

7. Cashes travelers’ checks, money orders and makes change 

8. Makes daily report to comptroller, showing amounts of 
cash received, disbursed and on-hand 

9. Receives and stores guests' valuables in safe or safe 


3 


i 


i 


1 


1 


2 


1 


l 


l 


1 


1 


2 


1 


i 


i 


1 


1 


1 


2 


l 


i 


1 


2 


1 


1 


i 


i 


1 


1 


1 


1 


l 


l 


1 


1 


1 


1 


i 


i 


1 


1 


1 


1 


i 


i 


1 


2 


3 



deposit boxes 



TASKS ADDED BY INTERVIEWEES: 

1. Makes out bills when guests check out 

2. Relieves switchboard operator 

3. Assists the room clerk during rush periods 

4 . Turns cash over to the audit department 

5. Maintains the amount of cash needed in the cash drawer 

6. Calls housekeeper to report room numbers that have been vacated 

7. Informs dining room or switchboard operator of guests who have paid in 
advance for follow-up on meal and telephone call charges 



* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 283 



JOB TITLE : CASHIER 

JOB NUMBER: 19 

RELATED JOB DUTIES - SALES PROMOTION 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


CRITICAL TASKS 


S 


E 




E 


3^ 


E 




3 


2 


2 


2 


1 


1 


1. Arranges registration desk so that it is neat - never 
cluttered 

2. Directs guests’ attention to displays of maps and places 
of interest 

3. Supplies guests information on advertised services and 
facilities 

4. Points out advertised services or facilities to guests 

5. Promotes the hotel or motel by giving immediate and 
courteous service to guests 

6. Offers guests free copies of community events brochures 
or entertainment brochures 


3 


3 


2 


1 


1 


2 


1 


1 


2 


2 


1 


1 


3 


3 


2 


2 


1 


2 


1 


i 


1 


1 


1 


1 


1 


3 


3 


3 


1 


1 





* 

study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 283 (continued) 



JOB TITLE : CASHIER 

JOB NUMBER: 19 

RELATED JOB DUTIES - CUSTOMER CONTACTS 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 
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fl 


o 
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O 




0) 
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rH 






0) 


rH 




0) 
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a 


U 






a 


Jh 




rt 


0) 






u 


0) 




U 


TJ 






H 


> 




H 


fl 








0 






d 








'w' 










s 


E 


s 


E 


s 


E 




1 


i 


2 


1 


i 


1 


1. 


1 


i 


2 


3 


2 


1 


2. 


1 


i 


3 


3 


1 


1 


3. 


1 


2 


3 


3 


1 


1 


4. 


1 


2 


3 


3 


3 


2 


5. 


2 


2 


3 


3 


1 


1 


6. 



CRITICAL TASKS 



Gives directions to guests 

Adjusts guests’ complaints about rooms or service 
Authorizes guests’ bank checks 

Makes suggestions to guests for entertainment and sight- 
seeing 

Suggests good restaurants to guests 

Takes reservations by phone, mail and telegraph 



study ; 



"S" 

"E" 



indicates 

indicates 



the 

the 



supervisor of the employee whose job was selected for 
employee in the job selected for study. 
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TABLE 284 
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JOB TITLE: RESERVATION MANAGER 

JOB NUMBER: 30 

SPECIFIC JOB DUTIES 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 
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Sh 
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0 






!h 


CD 
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Eh 


> 


G 
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0 




G 


Pi 








w 




w 








T" 


TT 


S 


TT 


s 


"E 




1 


1 


i 


1 


i 


1 


1 . 


1 


1 


i 


1 


i 


1 


2. 


1 


1 


i 


1 


i 


1 


3. 


1 


1 


i 


1 


l 


1 


4. 


1 


1 


i 


1 


i 


1 


5. 


1 


1 


i 


1 


i 


1 


6. 


1 


1 


i 


1 


l 


1 


7. 


1 


3 


i 


1 


3 


3 


8. 


1 


1 


i 


1 


1 


1 


9. 


1 


1 


i 


1 


1 


1 


10. 


1 


1 


i 


1 


1 


1 


11 . 



CRITICAL TASKS 



is desirec 
confirms 



Receives room reservation requests 

Types pertinent room request information on reservation 
card 

Keeps reservations filed according to date room 
Acknowledges requests for room reservations and 
room reservation requests 

Forwards current room reservation cards to room clerk 
Maintains a guest-history file 

Determines, in advance, the guest turnover to assure 
maximum use of rooms 

Informs chef and management of number of guests in ad- 
vance of dates 

Refers customers to other hotels or motels when no rooms 
are available 

Adjusts complaints concerning reservations 
Forwards to prospective guests room accomodations and 
price information upon request 



TASKS ADDED BY INTERVIEWEES: 



1 . 

2 . 



3 

4 



Prepares a weekly forecast report regarding number of incoming and outgoing 
guests 

Receives all deposits on rooms, records on reservations and turns over to the 
cashier 

Assigns rooms based on location, rates and size 

Sees that requests for brochures, rates, etc., are sent out when requested 



study ; 



"S" indicates the supervisor of the employee whose job was selected for 
H E" indicates the employee in the job selected for study. 
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TABLE 285 
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JOB TITLE: RESERVATION MANAGER 

JOB NUMBER: 30 

RELATED JOB DUTIES - SALES PROMOTION 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


Resort/Transient 


CRITICAL TASKS 


S 


E 


S 


E 


S 


E 




3 


1 


1 


1 


3 


3 


1. Arranges registration desk so that it is neat 

2. Directs guests' attention to displays of maps and places 
of interest 

3. Calls guests' attention to directional signs 

4. Supplies guests information on advertised services and 

facilities , . . . 

5. Informs hotel or motel personnel involved about advertised 

services and facilities 

6. Reads own and competitor's newspaper or trade journal ads 

7. Points out advertised services or facilities to guests 

8. Provides and advertises special facilities for children 

9. Promotes the hotel or motel by giving immediate and 
courteous service to guests 

10. Offers guests free copies of community events brochures 
or entertainment brochures 


2 


1 


2 


2 


3 


3 


2 


1 


2 


2 


3 


3 


3 


1 


1 


1 


1 


1 


3 


1 


2 


2 


3 


3 


3 


1 


2 


1 


3 


3 


3 


1 


1 


2 


1 


1 


3 


2 


3 


3 


2 


2 


1 


1 


1 


1 


1 


1 


3 


1 


2 


2 


1 


1 




TASKS ADDED BY INTERVIEWEES: 

1. Looks at guest rooms that have been redecorated for descriptive purposes 

2. Mails brochures to travel agents and to individuals 

3. Informs local Chamber of Commerce and tourist information center of room 
availability 

4. Keeps informed of week-end promotions 

5. Informs guests of special guest rates 



* "S" indicates the supervisor of the employee whose job was selected for 

study; "E" indicates the employee in the job selected for study. 
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TABLE 285 (continued) 

JOB TITLE: RESERVATION MANAGER 

JOB NUMBER: 30 

RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, SUPPLIES 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 


(over 100 rooms) 


Transient 


(under 100 rooms) 


Resort/Transient 


CRITICAL TASKS 


S 


E 


S 


E 


S 


IT 




1 


3 


3 


3 


1 


1 


1. Checks stockroom for depleted supplies 


1 


3 


3 


3 


I 


1 


2. Keeps supplies in stockroom or stock closet organized 
and assessable 

















* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 285 (continued) 
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i 
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JOB TITLE: RESERVATION MANAGER 

JOB NUMBER: 30 

RELATED JOB DUTIES - CUSTOMER CONTACTS 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


Resort/Transient 


CRITICAL TASKS 


S 


E 


S 


E 


S 


E 




1 


1 


1 


1 


1 


1 


1. Gives directions to guests 

2. Adjusts guests’ complaints about rooms or service 

3. Authorizes guests’ bank checks 

4. Makes suggestions to guests for entertainment and 
sightseeing 

5. Suggests good restaurants to guests 

6. Helps guests plan banquets, parties, receptions or 
conventions 

7. Takes reservations by phone, mail and telegraph 


1 


1 


1 


1 


2 


2 


8 


3 


3 


1 


3 


3 


l 


1 


3 


1 


2 


2 


1 


1 


2 


1 


2 


2 


3 


2 


2 


2 


3 


3 


1 


1 


1 


1 


1 


1 


TASKS ADDED BY INTERVIEWEES: 

1. Works personally with groups to arrange sleeping accomodations, hospitality 
rooms for conventions, etc. 





* "S" indicates the supervisor of the employee whose job was selected for 

study; "E" indicates the employee in the job selected for study. 
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TABLE 286 

JOB TITLE: NIGHT MANAGER 

JOB NUMBER: 31 

SPECIFIC JOB DUTIES 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



j Transient 


(over 100 rooms) 




Transient 


j (under 100 rooms) 






CRITICAL TASKS 


E 


E 


S 


E 


s 


U 






1 


1 


1 


1 


1 


1 


1. 


Closes out and balances books at day's end 


1 


1 


i 


1 


1 


1 


2. 


Sees that guests' bills are ready for the following 
morning check-outs 


1 


1 


1 


1 


1 


1 


3. 


Rents and assigns rooms to late-arriving guests 


1 


i 


1 


1 


1 


1 


4. 


Assists late guests in registering 


1 


1 


2 


1 


2 


2 


5 . 


Makes future room reservations 


1 


1 


2 


1 


2 


1 


6 . 


Checks out guests 


I 


1 


1 


1 


1 


1 


7. 


Transmits and receives messages by phone 


1 


1 


i 


1 


1 


1 


8. 


Supervises work of any night-shift employees 


1 


2 


2 


2 


1 


1 


9. 


Adjusts guests' complaints 



TASKS ADDED BY INTERVIEWEES: 

1. Checks on room accounts paid in advance to post any additional charges 

2. Audits restaurant report 

3. Locates a medical doctor when needed 



* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 287 

JOB TITLE: NIGHT MANAGER 

JOB NUMBER: 31 

RELATED JOB DUTIES - SALES PROMOTION 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 
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01 
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G 


u 
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U 
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0) 






u 


CD 




u 


T3 






Eh 


> 




H 


G 








0 






3 




















E 


E 


s 


E 


S 


E 




1 


l 


1 


1 


1 


1 


1. 


1 


2 


3 


3 


1 


1 


2. 


3 


1 


3 


3 


1 


1 


3. 


1 


1 


3 


3 


1 


1 


4. 


2 


1 


2 


2 


1 


1 


5. 


3 


1 


3 


3 


1 


1 


6. 


2 


1 


2 


2 


3 


3 


7. 


1 


3 


2 


T 1 


1 


1 


8. 


1 


3 


3 


3 


1 


1 


9. 


2 


3 


2 


2 


1 


1 


10. 


2 


3 


2 


1 


1 


1 


11. 


2 


3 


2 


2 


2 


1 


12. 


1 


1 


1 


1 


1 


1 


13. 


1 


1 


2 


3 


1 


1 


14. 



CRITICAL TASKS 



Arranges registration desk so that it is neat 
Sees that hotel or motel personnel are dressed neatly 
and attractively in clean, well-fitting uniforms 
Displays candy, mints and cigarettes in a convenient 
place near front desk 

Turns on electric signs or display lighting 
Directs customers' attention to displays of maps and 
places of interest 

Displays posters of special events in the community for 
tourists to see 

Calls guests' attention to directional signs 

Supplies guests information on advertised services and 

facilities 

Informs hotel or motel personnel involved about 
advertised services and facilities 

Reads own and competitor's newspaper or trade journal 
ads 

Points out advertised services or facilities to guests 
Keeps informed of competitors' prices and promotional 
campaigns 

Promotes the hotel or motel by giving immediate and 
courteous service to guests 

Offers guests free copies of community events brochures 
or entertainment brochures 



* 

study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 287 (continued) 

JOB TITLE: NIGHT MANAGER 

JOB NUMBER: 31 

RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, SUPPLIES 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


CRITICAL TASKS 


E 


E 


S 


E 


S 


te 




2 


2 


3 


3 


2 


2 


1 . Checks stockroom for depleted supplies 

2. Keeps supplies in stockroom or stock closet organized 
and assessable 

3. Initiates stock inventories 

4 . Takes stock inventory counts 

5. Inspects rooms for damages or pilferage 

6. Calls vendors if cigarette or other machines need 


2 


1 


3 


3 


2 


2 


2 


3 


3 


3 


2 


2 


2 


3 


3 


3 


2 


2 


2 


3 


3 


3 


1 


1 


3 


1 


3 


3 


2 


1 




refilling 





* "S n indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 287 (continued) 



JOB TITLE: NIGHT MANAGER 

JOB NUMBER: 31 

RELATED JOB DUTIES - CUSTOMER CONTACTS 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


CRITICAL TASKS 


E 


E 


S 


E 


S 


E 




1 


1 


1 


1 


1 


1 


1. Gives directions to guests 

2. Adjusts guests’ complaints about rooms or service 

3. Authorizes guests’ bank checks 

4. Makes suggestions to guests for entertainment and 
sightseeing 

5. Suggests good restaurants to guests 

6. Takes reservations by phone, mail and telegraph 


1 


1 


2 


2 


1 


1 


2 


2 


2 


1 


1 


1 


1 


1 


2 


3 


1 


1 


1 


1 


2 


3 


2 


3 


1 


1 


1 


1 


1 


1 









* 

study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 288 

JOB TITLE: EXECUTIVE CHEF 

JOB NUMBER: 32 

SPECIFIC JOB DUTIES 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Resort/Transient 


CRITICAL TASKS 


S 


E 


nr 






1 


1 


1 


1 


1. Makes up menus 

2. Considers such things as probable number of guests, popularity 
of various dishes, religious or other holidays and weather 
conditions when planning menus 

3. Assigns prices to items on daily menus 

4. Arranges for printing of menus 

5. Posts copy of menu in kitchen for employees' information 

6. Checks methods of food preparation and cooking 

7. Checks sizes of portions 

8. Develops recipes 

9. Instructs chefs and cooks in cooking techniques 

10. Tests cooked foods by tasting or smelling 

11. Purchases food supplies and equipment 

12. Requisitions food supplies and equipment from purchasing agent 

13. Consults with catering manager concerning banquets, etc. 

14. Employs and discharges workers 

15. Trains and instructs new and experienced kitchen employees 

16. Is responsible for making a net profit out of food preparation 


1 


1 


1 


1 


1 


1 


3 


3 


1 


1 


Q 

J 


3 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


2 


1 


3 


3 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


3 


3 


1 


2 


1 


1 


1 


1 


2 


2 


2 


1 


3 


2 


2 


1 


2 


2 


1 


1 


1 


1 




and serving 





* 

study ; 



"S" indicates the supervisor of the employee whose job was selected for 
M E M indicates the employee in the job selected for study. 
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TABLE 289 



JOB TITLE: EXECUTIVE CHEF 

JOB NUMBER: 32 

RELATED JOB DUTIES - SALES PROMOTION 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



* 

study ; 



"S" 

"E” 



indicates the supervisor of the employee whose job was selected for 
indicates the employee in the job selected for study. 
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Transient 
(over 100 rooms) 


Re sort /Transient 


CRITICAL TASKS 


“5" 


~TT 


S 


"IT 




3 


1 


1 


1 


1. Sees that hotel or motel personnel are dressed neatly and 
attractively in clean, well-fitting uniforms 

2. Wears clean, attractive uniforms in accordance with the 
policies of the hotel or motel 

3. Reads own and competitor’s newspaper or trade journal ads 


1 


1 


1 


1 


2 


2 


3 


3 





S 



'1 

* 









i 



















i 






f 



i 



:ERJC 



feLlLratt 



TABLE 289 (continued) 



JOB TITLE: EXECUTIVE CHEF 

JOB NUMBER: 32 

RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, SUPPLIES 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Resort/Transient 


S 


E 




E 


1 


1 


2 


1 


1 


1 


3 


1 


1 


1 


3 


3 


1 


2 


2 


1 


1 


3 


1 


3 


1 


1 


1 


1 



CRITICAL TASKS 



1. 

2 . 



3. 

4. 

5. 

6 . 



Checks stockroom for depleted supplies 

Keeps supplies in stockroom or stock closet organized and 
assessable 

Reorders basic stocks and supplies 
Takes stock inventory counts 

Fills out reports on breakage, missing articles, etc. 
Requisitions stock, foodstuffs or supplies 



TASKS ADDED BY INTERVIEWEES: 



1. Sees that all machines and lights are in working order and in operation at 
all times 



* 

study; 



"S" indicates the supervisor of the employee whose jcfo was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 289 (continued) 
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JOB TITLE: EXECUTIVE CHEF 

JOB NUMBER: 32 

RELATED JOB DUTIES - CUSTOMER CONTACTS 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Resort/Transient 


CRITICAL TASKS 


S 


JS 




FT 




3 


3 


2 


1 


1. Adjusts guests’ complaints about rooms or service 


TASKS ADDED BY INTERVIEWEES: 

1. Gives recipes to guests upon request 

2. Follows directions from a guest as to how to prepare a special dish (usually 
dietetic or health reasons) 





* M S M indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 290 



I 



! 1 1 



JOB TITLE: BUILDING SUPERINTENDENT 



JOB NUMBER: 



)6 



SPECIFIC JOB DUTIES 






In ter vie wees 

( 1 ) 



* indicated 
regularly, 



that 

( 2 ) 



the loll owing tasks were performed 
occasionally or (3) never 
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3 



1 
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E 



1 
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1 

T 



E 



o 

w 

o 

W 



E 



2 



"S' 



CRITICAL TASKS 



1 

2 



3 



4 

5 



6 

7 



9. 

10 . 

11 . 

12 . 



13 



14. 



Directs the maintenance of building and equipment 
Hires and dismisses maintenance men 
Trains and instructs new and experienced employees 
Plans sequence of work to be done 

Distributes the work load fairly among the maintenance 
crew 

Inspects property for damages 

Confers with other hotel or motel management to 
determine condition of property and repairs required 
Determines the work that must be done by outside 
contractors 

Prepares construction specifications 
Receives and analyzes contract bids 
Submits contract bids to management 
Supervises contracted projects 
Purchases building and maintenance supplies and 
equipment 

Plans building and maintenance department budget 



I 



TASKS ADDED BY INTERVIEWEES: 

1. Makes claims on insurance companies for damages and losses 



! 



study; 



”S” 

"E" 



indicates 

indicates 



the 

the 



supervisor of the employee whose job was selected for 
employee in the job selected for study. 
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TABLE 291 



JOB TITLE: BUILDING SUPERINTENDENT 

JOB NUMBER: 36 

RELATED JOB DUTIES - SALES PROMOTION 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 




j Resort 


CRITICAL TASKS 




TT 


S 


is 


S 


E 


E 




2 


2 


2 


2 


3 


1 


2 


1. Develops lighting arrangements suitable to the lobby 
or other publicly-used rooms 

2. Sees that hotel or motel personnel are dressed neatly 
and attractively in clean, well-fitting uniforms 

3. Reads own and competitor's newspaper or trade journal 
ads 

4. Promotes the hotel or motel by giving immediate and 


3 


1 


3 


2 


3 


1 


3 


3 


2 


3 


2 


2 


1 


3 


1 


1 


1 


1 


1 


1 


2 


« 


courteous service to guests 


TASKS ADDED BY INTERVIEWEES: 

1. Sees that seasonal displays on exterior of the building are set up 

2. Constructs displays for conventions 

3. Supervises the layout and printing of any brochures advertising the hotel's 
grounds or facilities 





study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 291 (continued) 



JOB TITLE: BUILDING SUPERINTENDENT 

JOB NUMBER: 36 

RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, SUPPLIES 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 





Transient 
(over 100 rooms) 


Resort 








E 


S^ 


E 


E 


1 


2 


2 


2 


1 


1 


3 


1 


2 


2 


2 


1 


1 


3 


1 


3 


2 


2 


2 


1 


2 


1 


3 


2 


3 


2 


1 


3 


1 


3 


2 


2 


1 


1 


3 


1 


2 


2 


2 


2 


1 


3 


1 


2 


2 


3 


2 


1 


3 


2 


2 


2 


3 


2 


1 


2 


1 


2 


3 


3 


1 


3 


I 



CRITICAL TASKS 



1. 

2 . 



3 



4. 

5 . 

6 . 

7. 

8 . 

9. 



Checks stockroom for depleted supplies 

Keeps supplies in stockroom or stock closet organized 

and assessable 

Initiates stock inventories 

Corrects supplies control books from inventory counts 

Reorders basic stocks and supplies 

Takes inventory stock counts 

Inspects rooms for damages or pilferage 

Fills out reports on breakage, missing articles, etc. 

Requisitions stock, foodstuffs or supplies 



TASKS ADDED BY INTERVIEWEES: 
1. Supervises the upkeep of all hotel equipment 



* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 291 (continued) 

JOB TITLE: BUILDING SUPERINTENDENT 

JOB NUMBER: 36 

RELATED JOB DUTIES - CUSTOMER CONTACTS 

Interviewees* indicated that the following tasks wore performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Resort 


CRITICAL TASKS 




E 




E 


S 


IT 


E 




2 


1 


2 


1 


1 


1 


2 


1. Gives directions to guests 

2. Adjusts guests’ complaints about rooms or service 

3. Suggests good restaurants to guests 


1 


1 


2 


3 


1 


3 


2 


3 


i 


3 


1 


2 


2 


3 



TASKS ADDED BY INTERVIEWEES: 
1. Writes to guests in reply to some request 



| 

1 

i 

I 



i 

I 

i 

r 

| 



* "S" indicates the supervisor of the employee whose job was selected for 

study; "E" indicates the employee in the job selected for study. 
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TABLE 292 

JOB TITLE: RECREATION DIRECTOR 

JOB NUMBER: 37 

SPECIFIC JOB DUTIES 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



4J 

C 

Q) 

•H 

W 

£3 

a 

u 

Eh 
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4J 

U 
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to 
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S 



1 

1 

1 

1 

1 



1 



1 



1 

T 

l 

T 

T 



E 



1 

1 

1 

T 

1 



1 



1 



1 

T 

T 

f 

T 



1. 

2 . 

3. 

4. 

5 . 

6 . 



7. 



8 . 

9. 

10 . 

11 . 

12 . 



CRITICAL TASKS 



Plans and organizes recreational activities 
Strives to create a friendly atmosphere among guests 
Greets new arrivals 

Introduces new guests to other hotel guests 

Acquaints new guests with recreational facilities, their locations 
and proper use 

Determines interests of group to plan card games, dances, tourna- 
ments and fieldtrips 

Arranges for equipment, transportation, refreshments and enter- 
tainment as required 

Assists management in resolving guests' complaints 

Supervises the maintenance of recreational equipment and facilities 

Hires and dismisses employees 

Trains new recreational employees (instructors, lifeguards, etc.) 
Purchases new or replacement equipment 



TASKS ADDED BY INTERVIEWEES: 

. Makes reservations to plays and restaurants for guests 

. Submits weekly activity reports, indicating the number of persons involved in 
activities 

. Prepares detailed lists of each employee's responsibilities 
. Supervises walking tours of the area directed by social assistants 



* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 293 



JOB TITLE: RECREATION DIRECTOR 

JOB NUMBER: 37 

RELATED JOB DUTIES - SALES PROMOTION 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Re sort /Transient 


CRITICAL TASKS 


S 


E 




1 


1 


1. Supplies guests information on advertised services and facilities 

2. Informs hotel or motel personnel involved about advertised services 
and facilities 

3. Points out advertised services or facilities to guests 

4. Provides and advertises special facilities for children 

5. Promotes the hotel or motel by giving immediate and courteous 
service to guests 

6. Offers guests free copies of community events brochures or entertain- 
ment brochures 

7. Supplies guest rooms with hotel or motel letterhead stationery and 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


2 


2 


1 


1 


postal cards 

8. Advertises hotel or motel facilities and services in rooms with 
appropriate tent cards 


TASKS ADDED BY INTERVIEWEES: 

1. Decorates the tearoom for socials 

2. Promotes all hotel services 


1 



* "S" indicates the supervisor of the employee whose job was selected for 
study: "E" indicates the employee in the job selected for study. 



984 



I 



h 



i 



i 



V 



& 



$ 






TABLE 293 (continued) 



JOB TITLE: RECREATION DIRECTOR 



JOB NUMBER: 



RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, SUPPLIES 
Interviewees* indicated that the following tasks were performed 







(1) 


regularly, (2) occasionally or (3) never 


1 

i 

! 

j 

! 

. * 


Re sort /Transient 


CRITICAL TASKS 


< 

| 

mi 

t 

5 

i 

j 

i 

r 


nr 


E 


■ 


i 


i 


1 


1. 


Checks stockroom for depleted supplies 


! , 


i 


1 


2. 


Keeps supplies in stockroom or stock closet organized and assessable 


. 


l 


1 


3. 


Initiates stock inventories 




i 


1 


4. 


Reorders basic stocks and supplies 


i. 


i 


1 


5. 


Takes stock inventory counts 




2 


2 


6. 


Dusts or cleans furniture in lobby or public rooms 


j 










i 

1 




I 



* 

study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 293 (continued) 



JOB TITLE: RECREATION DIRECTOR 



JOB NUMBER: 



RELATED JOB DUTIES - CUSTOMER CONTACTS 



Interviewees* indicated that the following tasks 



CD 



w 



aJ 

!h 

Eh 



-P 

Sh 

O 

W 

0) 

OS 



5“TT 



study ; 



(1) regularly, (2) occasionally or 



were performed 
never 



(3) 



CRITICAL TASKS 



1 

2 

3 

4 

5 



Gives directions to guests 

Adjusts guests' complaints about rooms or service 

Makes suggestions to guests for entertainment and sightseeing 

Suggests god restaurants to guests 

Helps guests plan banquets, parties, receptions or conventions 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 294 



JOB TITLE: PURCHASING AGENT 

JOB NUMBER : 3 

SPECIFIC JOB DUTIES 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



, Transient . 

(over 100 rooms) 


Transient 
(under 100 rooms) 


Resort 


CRITICAL TASKS 


E 


s 


E 


E 




1 


1 


1 


1 


1. Purchases foodstuffs, kitchen supplies and equipment, linens 
and housekeeping supplies and materials 

2. Receives written requisitions for foodstuffs, supplies, etc., 
from department heads 

3. Makes purchases in the market, from sales representatives, 
from jobbers and from retailers 

4. Assumes responsibility for quality and price of items pur- 
chased 

5. Inspects incoming foodstuffs, supplies, etc. 

6. Examines invoices of incoming items 

7. Authorizes and/or makes payment for purchases delivered 

8. Maintains records of amounts spent by each department for 
supplies, equipment and foodstuffs 

9. Sees that supplies or foodstuffs are stored properly 

10. Supervises the taking of inventories 

11. Assigns work to employees 

12. Receives notice of foodstuffs and supplies needed for 
banquets and other functions 

13. Makes purchases to cover extra needs of serving banquets 
and other functions 

14. Determines when menu prices must be adjusted according to 
fluctuations in food costs 

15. Reads daily market quotations 

16. Keeps informed of market changes and conditions 


2 


3 


3 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


2 


2 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


2 


1 


1 


1 


1 


3 


1 


1 


2 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


2 


1 


1 


1 


2 


1 


1 


1 


1 


1 


1 


1 


1 







* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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JOB TITLE: PURCHASING AGENT 

JOB NUMBER: 3 

RELATED JOB DUTIES - SALES PROMOTION 



Intel viewees* indicated that the .following,' tasks were performed 
(1) regularly, (2) occasionally or (3) never 
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Sh 


Q) 
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Sh 
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Pi 




H Q) 


H T5 
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G 






0 




G 










w 






E 


s 


E 


E 




o 

J 


i 


1 


3 


1. 


3 


2 


2 


3 


2. 


3 


2 


3 


2 


3. 


3 


2 


1 


3 


4. 


3 


2 


1 


3 


5. 


2 


1 


2 


3 


6. 


3 


2 


2 


3 


7. 


3 


1 


1 


3 


8. 


3 


1 


1 


3 


9. 



CRITICAL TASKS 



Sees that hotel or motel personnel are dressed neatly and 
attractively in clean, well-fitting uniforms 
Directs guests’ attention to displays of maps and places 
of interest 

Calls guests' attention to directional signs 

Supplies guests information about advertised services and 

facilities 

Informs hotel or motel personnel involved about advertised 
services and faciltiies 

Reads own and competitor's newspaper or trade journal ads 
Points out advertised services or facilities to guests 
Keeps informed of competitors' prices and promotional campaigns 
Promotes the hotel or motel by giving immediate and courteous 
service to guests 



TASKS ADDED BY INTERVIEWEES: 



1 

2 



Purchases lanterns or special lighting fixtures for outdoor parties, picnics 
etc . 

Works with housekeeper on purchases necessary for redecorating 

Purchases time or space on radio, in journals and newspapers after ads have 

been planned by management 

Purchases supplies used in promotions 



* "S” indicates the supervisor of the employee whose job was selected for 
study; ”E" indicates the employee in the job selected for study. 
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TABLE 295 (continued) 



JOB TITLE: PURCHASING AGENT 

JOB NUMBER : 3 

RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, SUPPLIES 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


Resort 


CRITICAL TASKS 


E 


S 


E 


E 




1 


2 


2 


1 


1. Checks stockroom for depleted supplies 

2. Keeps supplies in stockroom or stock closet organized and 
assessable 

3. Initiates stock inventories 

4. Corrects supplies control books from inventory counts 

5. Reorders basic stocks and supplies 

6. Takes stock inventory counts 

7. Fills out reports on breakage, missing articles, etc. 


2 


3 


3 


1 


2 


1 


1 


2 


3 


1 


1 


2 


3 


1 


1 


1 


3 


2 


2 


3 


2 


3 


3 


2 


" 



* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 295 (continued) 



JOB TITLE: PURCHASING AGENT 

JOB NUMBER: 3 

RELATED JOB DUTIES - CUSTOMER CONTACTS 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



* 

study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


Resort 


CRITICAL TASKS 


E 


S 


E 


E 




3 


1 


1 


2 


1. Gives directions to guests 

2. Adjusts guests' complaints about rooms or service 

3. Makes suggestions to guests for entertainment and sightseeing 

4. Suggests good restaurants to guests 


3 


1 


1 


3 


3 


2 


2 


3 


3 


2 ' 2 


3 


TASKS ADDED BY INTERVIEWEES: 

1. Writes to guests regarding purchase information on items they have enjoyed 
eating or using at the hotel 


- 



! 






m 






TABLE 296 






JOB TITLE: EXECUTIVE HOUSEKEEPER 

JOB NUMBER: 34 

SPECIFIC JOB DUTIES 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 





Transient 


(over 100 rooms) 




Transient 
(under 100 rooms) 


4 

C 


J 

H 

0 

n 

D 

Cj 


CRITICAL TASKS 


y 


E 


s 


E 


E 


s 


E 




i 


1 


1 


1 


1 


3 


3 


1. 


Makes arrangements for necessary cleaning and setting 
up for social occasions 

Receives room numbers of check-outs (departing guests) 
Informs maids of vacant rooms in their assigned areas 
Examines reports of inadequate cleaning 
Inspects rooms for proper cleaning 


i 


1 


1 


1 


1 


1 


1 


2. 


i 


1 


1 


1 


1 


1 


1 


3. 


i 


1 


1 


2 


1 


i 


T 


4. 


i 


1 


1 


1 


1 


2 


2 


5. 


i 


| 1 


1 


1 


1 


2 


2 


6. 


Inspects rooms for damaged furniture or missing arti- 
cles 

Notifies cashier of breakage or missing articles in 
guest rooms 

Suggests cost of replacing missing or damaged articles 
Makes memoranda of work to be done (repairs, etc.) 
Assigns work to housemen (moving furniture, hanging 
draperies, etc.) 

Inspects public spaces for cleanliness and order 


1 


1 


1 


1 


1 


3 


3 


7. 


3 


1 


2 


3 


1 


2 


2 


8. 


1 


1 


1 


1 


1 


1 


1 


9. 


1 


1 


1 


1 


1 


1 


1 


10. 


1 


1 


1 


1 


1 


2 


2 


11. 


1 


1 


2 


2 


1 


1 


1 


12. 


Adjusts complaints regarding housekeeping service or 
equipment 

Trains new employees by assigning them to work with 


1 


1 


1 


2 


1 


2 


2 


13 . 


1 


1 


1 


2 


1 


2 


2 


14. 


experienced workers 

Hires and dismisses employees 


1 


1 


2 


3 


1 


2 


2 


15. 


Conducts training meetings for housekeeping employees 
Schedules working hours of all housekeeping employees 
Takes inventory of linen and supplies in linen room 


1 


1 


1 


1 


1 


1 


1' 


16. 


1 


1 


2 


3 


1 


2 


2 


17. 


1 


1 


1 


1 


3 


2 


2 


18. 


Supervises mending of linen 


1 


1 


1 


1 


1 


1 


2 


19. 


Issues supplies to housemen and maids 


1 


1 


3 


3 


1 


3 


3 


20. 


Checks laundry bills for correct charges 
Forwards supply and material requisitions to manager 
or purchasing agent 
Supervises remodeling 


1 


1 


1 


T 

JL 


1 


1 


1 


21. 


3 


1 


3 


3 


1 


2 


2 


22. 


1 




1 


3 


1 


2 


2" 


23. 


Confers with manager on colors and arrangements for 
decorations 

Selects paints, fabrics, furniture, etc. 


3 


3 


2 


3 


1 


2 


2 


24. 


3 


3 


2 


3 


1 


2 


2 


25. 


Supervises work of painters, paper-hangers, etc. 
Purchases linens, cleaning materials and supplies 
Prepares written reports for management 


3 


1 


2 


3 


1 


3 


3 


26. 


1 


i 


2 


2 


1 


2 


2 


27. 


1 


i 


2 


i 


1 


1 


1 


28. 


Establishes standards and procedures for work of 


1 


l 


3 


3 


1 


2 


2 


29. 


housekeeping staff 
Prepares housekeeping budget 



* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 297 
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JOB TITLE: EXECUTIVE HOUSEKEEPER 

JOB NUMBER: 34 

RELATED JOB DUTIES - SALES PROMOTION 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 
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CRITICAL TASKS 



1. 

2 . 

3. 



4. 

5. 



6 . 

7. 

8 . 



9. 

10 . 



11 . 

12 . 

13. 



Sees that hotel or motel personnel are dressed neatly 
and attractively in clean, well-fitting uniforms 
Wears clean, attractive uniforms in accordance with the 
policies of the hotel or motel 

Directs customers' attention to displays of maps and 

places of interest 

Decorates guest rooms attractively 

Decorates lobbies, convention and banquet rooms attrac- 
tively 

Supplies guests information on advertised services and 
facilities 

Informs hotel or motel personnel involved about adver- 
tised services and facilities 

Reads own and competitor's newspaper or trade journal 
ads 

Points out advertised services or facilities to guests 
Promotes the hotel or motel by giving immediate and 
courteous service to guests 

Offers guests free copies of community events brochures 
or entertainment brochures 

Supplies guests' rooms with hotel or motel letterhead 
stationery and postal cards 

Advertises hotel or motel facilities and services in 
rooms with appropriate tent cards 



TASKS ADDED BY INTERVIEWEES: 



1. 

2 . 



Sees that furniture is in good condition in both guest rooms and public rooms 
Supervises the decorating or redecorating of rooms 



study; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 297 (continued) 



JOB TITLE: EXECUTIVE HOUSEKEEPER 



JOB NUMBER: 



RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, SUPPLIES 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


Resort 


S 


E 


s 


E 


E 


S 


E 


1 


1 


l 


2 


1 


o 

w 


1 


~r 


1 


2 


1 


1 


3 


1 


i 


1 


1 


1 


1 


2 


2 


i 


1 


2 


3 


1 


3 


3 


i 


1 


2 


2 


1 


2 


3 


i 


1 


2 


3 


3 


2 


2 


i 


1 


1 


1 


1 


3 


1 


i 


U 


1 


1 


1 


3 


1 


l 


1 


1 


1 


i 


3 


1 


i 


1 


i 


1 


i 


3 


3 " 


i 


3 


i 


1 


3 


3 


1 



CRITICAL TASKS 



1 

2 



3, 

4 

5 

6 

7 

8 
9 

10 

11 



Checks stockroom for depleted supplies 

Keeps supplies in stockroom or stock closet organized 

and assessable 

Initiates stock inventories 

Corrects supplies control books from inventory counts 

Reorders basic stocks and supplies 

Takes stock inventory counts 

Inspects rooms for damages or pilferage 

Dusts or cleans furniture in lobby or public rooms 

Fills out reports on breakage, missing articles, etc. 

Checks linen for stains or tears before use 

Repairs or mends linens 



* 

study : 



"S" indicates the supervisor of the employee whoso 
"E" indicates the employee in the job selected for 



job was 
study . 



selected for 
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TABLE 297 (continued) 



JOB TITLE: EXECUTIVE HOUSEKEEPER 

JOB NUMBER: 34 

RELATED JOB DUTIES - CUSTOMER CONTACTS 



Interviewees* indicated that the following tasks wore performed 
(1) regularly, (2) occasionally or (3) never 
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CRITICAL TASKS 




4. 



Gives directions to guests 

Adjusts guests’ complaints about rooms or service 
Makes suggestions to guests for entertainment and 
sightseeing 

Suggests good restaurants to guests 



* "S" indicates the supervisor of the employee whose job was soled ed Xoi 

study; "E" indicates the employee in the job selected for study. 
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TABLE 298 



JOB TITLE: CATERING MANAGER 

JOB NUMBER : 33 

SPECIFIC JOB DUTIES 



Interviewees* indicated that the following tasks were performed 
(I) regularly, (2) occasionally or (3) never 
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4. 
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1 
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1 


2 


2 


6. 
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1 


1 


1 


3 


3 


7. 


1 


1 


1 


1 


3 


3 


8. 


1 


1 


1 


1 


3 


3 


9. 


1 


1 


1 


1 


1 


1 


10. 


1 


1 


3 


2 


3 


2 


11. 


1 


1 


1 


1 


1 


1 


12. 


1 


1 


2 


1 


2 


1 


13 . 


1 


1 


2 


2 


1 


1 


14. 


1 


1 


2 


2 


3 


3 


15. 


1 


1 


1 


1 


3 


3 


16. 


l 


3 


2 


2 


1 


1 


17. 


1 


2 


1 


1 


1 


1 


18. 



CRITICAL TASKS 



Inspects work of kitchen and dining room employees 
Consults with chef concerning daily menus 

Adjusts guest complaints concerning service or quality of 

food ... 

Sees that service is technically correct, efficient and 

courteous 

Makes arrangements with guests, in person or by letter, 
for banquets and luncheons 

Makes arrangements with guests for conventions, dances, 
receptions and other social occasions 

Obtains information from guest concerning number of per- 
sons expected, decorations, music, entertainment, etc. 
Analyzes the occasion and informs guest of suitable 
services available 

Decides on and quotes prices for social occasions 
Forwards necessary information to chef and other employees 
concerned with social occasions 

Decides on table arrangements for social occasions 
Decides on food service schedule for social occasions 
Inspects completed arrangements for social occasions 
Supervises service at social occasions 
Greets guests at social occasions 

Promotes social functions such as luncheons, dinneis, 

dances, etc. . 

Supervises food and beverage preparation and serving 
Assigns prices to items on menus 



* 

study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 298 (continued) 



JOB TITLE: CATERING MANAGER 

JOB NUMBER: 33 

SPECIFIC JOB DUTIES 



TASKS ADDED BY INTERVIEWEES: 



1 . 

2 . 

3. 

4. 

5. 

6 . 

7. 

8 . 

9. 

10 . 
11 . 
12 . 

13. 

14. 

15. 

16. 



Orders special food items lor banquets or dinners, such as cakes, nuts and 
mints 

Prepares menu and instruction sheets for each banquet or party 
Consults with manager on daily menus and turns them over to the chef 
Hires employees 

Contacts entertainment groups to entertain at banquets, conventions and 
parties 

Seeks out local business 

Sets up and lives within a promotion budget 

Develops and uses diagrams for selling public space for banquets, conventions, 
etc . 

Works closely with sales manager in developing plans and accomodations for 
conventions 

Supervises training of dining room and public space personnel 
Designs menus 

Schedules and develops employee training sessions 
Supervises room service 

Keeps informed of changes in food costs 

Sets up personnel budget plans for kitchen and dining service 
Confirms reservations for banquets, parties, etc. 



i 
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TABLE 299 



JOB TITLE: CATERING MANAGER 

JOB NUMBER : 33 

RELATED JOB DUTIES - SALES PROMOTION 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


CRITICAL TASKS 


s 


TT 


R 


E 


S 


~W, 




1 


3 


1 


1 


]. 


1 


1. Sees that hotel or motel personnel are dressed neatly 
and attractively in clean, well-fitting uniforms 

2. Directs guests' attention to displays of maps and places 
of interest 

3. Displays posters of special events in the community for 
guests to see 

4. Displays a listing of meetings being held in the estab- 
lishment with date, time and location 

5. Calls guests' attention to directional signs 

6. Decorates guest rooms attractively 

7. Decorates lobbies, convention and banquet rooms attrac- 
tively . . 

8. Supplies guests information on advertised services and 

facilities . 

9. Informs hotel or motel personnel involved about advertised 

services and facilities 

10. Reads own and competitor's newspaper or trade journal ads 

11. Points out advertised services or facilities to customeis 

12. Keeps informed of competitors' prices and promotional 
campaigns 

13. Promotes the hotel or mot' by giving immediate and 
courteous service to cust -vers 

14. Offers customers free copies of community events brochures 
or entertainment brochures 

15. Promotes local interest stories 


2 


2 


2 


2 


2 


2 


2 


3 


2 


1 


3 




1 


1 


1 


1 


3 


3 


2 


1 


2 


2 


2 


3 


2 


1 


2 


2 


3 


3 


2 


1 


2 


2 


3 


3 


. 1 


2 


2 


1 


2 


i 


1 


2 


2 


2 


2 


i 


2 


2 


2 


2 


1 


2 


2 


2 


2 


2 


2 


2 


1 


2 


2 


2 


1 


1 


1 


1 


1 


1 


1 


1 


2 


1 


2 


2 


3 


3 


2 


3 


2 


2 


3 


3 


TASKS ADDED BY INTERVIEWEES: 

1. Checks needs for conventions (example - name tags) 

2. Supervises garnishing dishes for buffets 

3. Writes copy for tent cards, stationery, postcards, etc. 


****** 



* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 299 (continued) 
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f 
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9 
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JOB TITLE: CATERING MANAGER 

JOB NUMBER: 33 

RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, 



SUPPLIES 



Interviewees* indicated that the following’ tasks wore perfoimed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


CRITICAL ‘TASKS 


S 


E 


s 


E 


S 


E 




2 


3 


3 


3 


2 


2 


1. Checks stockroom for depleted supplies 

2. Initiates stock inventories 

3. Reorders basic stocks and supplies 

4. Takes stock inventory count 

5. Inspects rooms for damages or pilferage 

6. Fills out reports on breakage, missing articles, etc. 


2 


3 


3 


v^T 


1 


1 


2 


3 


2 


2 


1 


1 


2 


3 


3 


3 


2 


2 


2 


2 


2 


2 


3 


3 


2 


3 


2 


2 


3 


3 






TASKS ADDED BY INTERVIEWEES: 

1. Sees that banquet supplies and facilities are adequate, such as, screens, 
extension cords, tables, chairs and ash trays 





* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 299 (continued) 



JOB TITLE: CATERING MANAGER 

JOB NUMBER: 33 

RELATED JOB DUTIES - CUSTOMER CONTACTS 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 

f 


Transient 
(under 100 rooms) 


CRITICAL TASKS 

<!? 


S 


E 


s 


E 


S 


E 




1 


1 


2 


2 


1 


1 


1. Gives directions to guests 

2. Adjusts guests' complaints about rooms or service 

3. Authorizes guests bank checks . 

4. Makes suggestions to guests for entertainment and sight- 
seeing 

5. Suggests good restaurants to guests 

6. Contacts club groups, associations or businesses to pi o- 


1 


~ 2 ~ 


2 


1 


1 


1 


~!T 


o 

J 


2 


2 


3 


3 


1 


1 


2 


2 


2 


1 


2 


2 


2 


2 


2 


1 


“31 


1 


1 1 


3 


3 


1 


1 


1 


1 


3 


2 


mote banquet, party or convention lacinties 

7. Helps guests plan banquets, parties , receptions or conven- 
tions 

8. Takes reservations by phone, mail and telegraph 


2 


1 


1 


1 


3 


o 


TASKS ADDED BY INTERVIEWEES: 
1. Confirms guests reservations by mail 



* "S" indicates tho supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 300 



JOB TITLE: SALES MANAGER 

JOB NUMBER: 35 

SPECIFIC JOB DUTIES 

Interviewees* indicated that the following tasks were performed [ 

(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


CRITICAL TASKS 


“S” 


E 


T 


E 


~"%T 




1 


1 


1 


1 


1 


1. Solicits income-producing business of all types for the 
hotel or motel 

2. Directs promotional correspondence with travel bureaus, 
organizations, etc. 

3. Obtains information on contemplated conventions, social 
functions, etc. 

4. Contacts convention sponsors for their patronage 

5. Attends meetings of such groups as Rotary Club and 
Chamber of Commerce for developing promotional plans for 
attracting more people into the city or area 

6. Contacts executives of national or state-wide business 
enterprises to obtain their business 

: "l. Contacts local groups to promote facilities for local 
dances, banquets or luncheons 

8. Plans advertising for newspapers, brochures, postcards, 
billboards and national magazines 

9. Furnishes newspapers with interesting stories or events 
about the hotel to obtain free publicity 

10. Initiates and promotes events which contribute to the 
popularity and income of the hotel or motel 

11. Travels outside the city to promote the hotel or motel 
facilities and services 


1 


2 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


2 


1 


1 


1 


1 


1 


1 


1 


1 


1 


3 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


2 


TASKS ADDED BY INTERVIEWEES: 

1. Participates in professional associations to keep informed of changes in the 
industry, new techniques and approaches 

2. Establishes sales policies and procedures with the general manager 

3. Trains new personnel in his department 

4. Advises the manager pertaining to sales 

5. Helps form plans to promote the hotel’s facilities 

6. Participates actively in local civic and social clubs and groups 





* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 
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TABLE 301 



r 






I 









i 



:: 



s 



f 



l 1 



JOB TITLE: SALES MANAGER 

JOB NUMBER : 35 

RELATED JOB DUTIES - SALES PROMOTION 



Interviewees f indicated that the following tasks wore performed 
(1) regularly , (2) occasionally or (3) never 



f J) 



o 

C u 
o 

•H O 

CO o 

C rH 

ri 



(0 
& 

o 
o 

:<H U 



QO 

HO 

WrH 






0) 



o 



S E S 



2 



2 



1 



1 



3 



2 



2 



3 



2 






2 



2 



E 



2 



E 



2 



3 



2 



,1 



2 



CRITICAL TASKS 



1. 

2 . 

3. 

4. 

5. 



C. 

7. 



8 . 



9. 

10 . 

11 . 



12 . 

13. 

14 . 



15. 

16. 

17. 

18. 
19. 



Directs guests’ attention to. displays of maps and places 

of interest . . . „ 

Displays posters of special events in the community ioi 

guests to see , _ , . . . 

Displays a listing of meetings being hold in the estab- 
lishment with date, time and location . 

Supplies guests information on advertised services and 

facilities 

Informs hotel or motel personnel involved about advci- 
tised services and facilities 

Reads own and competitor's newspaper or trade journal ads 
Plans and conducts sales promotion campaigns and 
advertising 

Approves ad copy and artwork for newspaper, magazine 01 

travel brochure ads ..... . , 

Points out advertised services or facilities to guests 
Provides and advertises special facilities lor children 
Places ads in local newspapers, bulletins, football 

programs and calendars . , 

Keeps informed of competitors' prices and promotional 

campaigns . ... , 

Promotes the hotel or motel by giving immediate and 

courteous service to guests u 

Offers guests free copies of community events brochures 

entertainment brochures 

Secures attractive outdoor signs 

Advertises on billboards in effective locations 

Secures newspaper publicity for unusual or special guests 

Promotes local interest stories 

Advertises hotel or motel facilities and services m rooms 
with appropriate tent cards 



or 



TASKS ADDED BY INTERVIEWEES: 

1. Displays pictures or brochures of guest rooms in other guest rooms 



* 

study ; 



"S" indicates the supervisor of the employee whose job was selected for 



"E" indicates the employee in the job sc looted for study. 
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TABLE 302 



JOB TITLE: ASSISTANT MANAGER 

JOB NUMBER : 16 

SPECIFIC JOB DUTIES 



Interviewees* indicated 
(1) regularly, 



that the following tasks were performed 
(2) occasionally or (3) never 



■j) 

o' 

o 



oo 

•HO 

■J) rH 



<t> 

•H 

W 

rt 

u 

H 

V 




~T 



2 

T 



2 



1 

1 



1 

1 



2 



2 



1 



2 



1 



1 



1 



2 



2 



w 

S 

o 

o 



o 

o 



2 



3 



2 



3 



CRITICAL TASKS 



1. 

2 . 

3. 

4. 

5. 

6 . 

7. 

8 . 

9. 

10 . 
11 . 
12 . 
13 . 



Assumes responsibility in manager's absence t 

Promotes facilities to various groups to attiact banquets, 
meetings and conventions 

Directly supervises hotel or motel employees 
Schedules employees' hours and reliefs 
Trains now employees 

Handles and adjusts guests' complaints n ™ 

Coordinates necessary facilities and personnel, an a g- 

ing for group meetings, parties and banquets 

Authorizes guests' checks 

Purchases supplies and equipment 

Shows and sells room accomodations 

Keeps informed of latest trends in his business 

Gives guests information or directions 

Handles special guest requests 



1 . 
2 . 

3. 

4. 

5 . 

6. 

7. 

8 . 

9. 

10 . 
I la l . 

12 . 



TASKS ADDED BY INTERVIEWEES: 

Inspects guest rooms 
Relieves registration desk 
Supervises the front office 
Requisitions supplies 
Makes bank deposits 
Makes out daily manager's report 
Prepares a housekeeping report 
Does minor equipment repairs 

Supervises porters . 

SKtoblli^tS and personal accounts 

Locates medical doctor when needed 



(breakdown of daily income) 



* 

study : 



" S " 
"E" 



indicates 

indicates 



the supervisor 
the employee in 



of the employee whoso job was 
the job selected for study. 



selected for 
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TABLE 303 



JOB TITLE: ASSISTANT MANAGER 

JOB NUMBER: 16 

RELATED JOB DUTIES - SALES PROMOTION 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(under 100 rooms) 


+ 

r 

a 

•r 

0 

C 

. c 

f 

£ 

s 

+ 

f 

r 

c 

0 

0 

Cl 


J 

L) 

H 

0 

H 

-I 

H 

s. 

J 

-1 

5 

1 

D 

a 


Transient 


(under 100 rooms) 




E 


s 


E 


S 


E 




1 


2 


1 


1 


1 


1. 


1 


1 


2 


3 


3 


2, 


1 


1 


2 


1 


1 


3. 


1 


3 


3 


1 


1 


4. 


1 


1 


3 


1 


1 


5. 


2 


2 


3 


1 


1 


6. 


1 


2 


2 


1 


1 


7. 


1 


2 


2 


3 


3 


8. 


1 


3 


3 


2 


2 


9. 


1 


3 


3 


1 


1 


10. 


1 


2 


2 


1 


1 


11. 


2 


2 


2 


1 


1 


12. 


1 


1 


1 


1 


1 


13. 


1 


2 


2 


1 


1 


14. 


1 


2 


2 


n 

£, 


1 


15. 


1 


1 


1 


1 


1 


16. 


1 


3 


3 


1 


1 


17. 


1 


3 


1 


3 


1 


18 , 


3 


2 


2 


3 


2 


19. 



CRITICAL TASKS 



Arranges registration desk so that it is neat 
Develops lighting arrangements suitable to the lobby or 
other publicly-used rooms 

Sees that hotel or motel personnel are dressed neatly 
and attractively in clean, well-fitting uniforms 
Displays candy, mints and cigarettes in a convenient place 
Turns on electric signs or display lighting 
Directs guests’ attention to displays of maps and places 
of interest 

Displays posters of special events in the community for 
guests to see 

Displays a listing of meetings being held in the estab- 
lishment with date, time and location 
Decorates guest rooms attractively 

Decorates lobbies, convention or banuqot rooms attrac- 
tively 

Supplies guests information on advertised services and 
facilities 

Informs hotel or motel personnel involved about 
advertised services and facilities 

Reads own and competitor's newspaper or trade journal ads 
Points out advertised services or facilities to guests 
Keeps informed of competitors' prices and promotional 
campaigns 

Promotes the hotel or motel by giving immediate and 
courteous service to guests 

Offers guests free copies of community events brochures 
or entertainment brochures 

Supplies guests' rooms with hotel or motel letterhead 
stationery and postal cards 
Promotes local interest stories 



* "S" indicates the supervisor of the employee whose job was selected for 
study; "E" indicates the employee in the job selected for study. 



1005 



1C 



dMttfcaaiaisitti 



aaatitt 



t m *s 






mmm 



■PRKRHPiiiani 



m 

i 

\ 






TABLE 303 (continued) 

JOB TITLE: ASSISTANT MANAGER 

JOB NUMBER: 16 

RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, SUPPLIES 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(under 100 rooms) 


. Re sort /Transient 


Transient 
-(under 100 rooms) 


CRITICAL TASKS 


te 


S 


E 


S 


E 




2 


1 


3 


2 


2 


1. Checks stockroom for depleted supplies 

2. Keeps supplies in stockroom or stock closet organized and 
assessable 

3. Initiates stock inventories 

4. Reorders basic stocks and supplies 

5. Inspects rooms for damages or pilferage 

6. Calls vendors if cigarette or other machines need 


2 


2 


3 


2 


2 


2 


3 


3 


2 


2 


2 


2 


3 


1 


1 


2 


1 


1 


1 


1 


1 


3 


3 


2 


1 


1 


3 


3 


1 


1 


re filling 

7. Maintains fresh supply of candy, mints, aspirins, etc., 


3 


1 


2 


1 


1 


near front desk 

8. Requisitions stock, foodstuffs and supplies 





t 



* "S" indicates the supervisor of the employee whose job was selected for 

study; "E” indicates the employee in the job selected for study. 
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TABLE 303 (continued) 

JOB TITLE: ASSISTANT MANAGER 

JOB NUMBER: 16 

RELATED JOB DUTIES - CUSTOMER CONTACTS 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 














m 


4-5 






m 


s 


£ 






s 


o 


0) 






o 


o 


•rl 






o 


4-5 Sh 


in 




4-5 


Sh 


£ 


£ 




£ 




0)0 


a 




0) 


o 


•H O 


Sh 




•rl 


o 


WiH 


H 




m 


i H 


£ 


\ 




£ 




a 


4-5 




a 


u 


iH CD 


Sh 




Sh 


0) 


H'd 


O 




Eh 


"d 


£ 


m 






£ 


£ 


0) 






£ 




PS 




w 


E 


s 


E 


"3“ 


E 


1 


1 


1 


i 


1 


2 


2 


1 


i 


1 


3 


i 


1 


i 


1 


1 


2 


1 


1 


1 


2 


2 


3 


3 


2 


1 


2 


2 


2 


2 


1 


1 


1 


1 


1 



CRITICAL TASKS 



1 . 
2 . 

3. 

4. 

5. 

6 . 
7. 



Gives directions to guests 

Adjusts guests' complaints about rooms or service 
Authorizes guests' bank checks 

Makes suggestions to guests for entertainment and 
sightseeing 

Contacts club groups, associations or businesses to 
mote banquet , party or convention facilities 
Helps guests plan banquets, parties, receptions or 
conventions 

Takes reservations by phone, mail or telegraph 



pro- 



* 

study ; 



"S" indicates 
"E" indicates 



the supervisor of the employee whose job was selected for 
the employee in the job selected for study . 
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TABLE 304 




JOB TITLE: EXECUTIVE ASSISTANT 

JOB NUMBER: 22 

SPECIFIC JOB DUTIES 



Interviewees* indicated that 
(1) regularly, (2) 



the following tasks were performed 
occasionally or (3) never 



Transient 
(over 100 rooms) 




S 


E 


S 


E 


S 


E 


E 




1 


1 


1 


1 


2 


2 


1 


1 . 


1 


1 


2 


3 


1 


i 


1 


2. 


1 


1 


1 


1 


1 


i 


1 


3 . 


1 


1 


1 


1 


1 


i 


1 


4. 


2 


2 


1 


2 


3 


i 


2 


5. 


1 


1 


1 


3 


1 


3 


2 


6. 


1 


1 


1 


1 


“1 


1 


1 


7. 


1 


1 


1 


1 


1 


1 


1 


8. 


1 


1 




1 


1 


1 


1 


9. 


1 


1 


1 


1 


1 


1 


1 


10. 


1 


1 


1 


1 


1 


1 


1 


11. 


1 


1 


1 


1 


1 


1 


1 


12. 


2 


2 


3 


3 


2 


1 


2 


13. 


1 


1 


1 


1 


1 


1 


1 


14. 


1 


i 1 


1 


1 


1 


2 


1 


15. 



CRITICAL TASKS 



Assumes responsibility in manager's absence 
Participates actively in community activities 
Handles and adjusts guests’ complaints 
Coordinates activities of various departments and 
services 

Plans department budgets with various managers and 
directors 

Authorizes equipment, supplies and foodstuff purchases 
Promotes the hotel or motel's facilities and services 
Trains or supervises the training of new personnel 
Strives to improve efficiency of operations to obtain 
better net profit 

Keeps informed of latest trends in travel and hotel 
industry 

Inspects rooms and grounds 

Delegates authority and assigns responsibilities 
Travels to promote and solicit business for his hotel 
Handles special guest requests 
Listens to and adjusts employees' grievances 



TASKS ADDED BY INTERVIEWEES: 



Recommends and writes policies and procedures 

Answers guests' questions regarding various locations in the city or community 
Develops standards for operations and evaluates operations 
Authorizes any situations beyond the authority of employees 

Makes himself available to guests for satisfying their needs and requirements 



study ; 



"S" indicates the supervisor of the employee whose 
”E” indicates the employee in the job selected for 



job was 
study . 



selected for 
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TABLE 305 



JOB TITLE: EXECUTIVE ASSISTANT 

JOB NUMBER: 22 

RELATED JOB DUTIES - SALES PROMOTION 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 



CRITICAL TASKS 



“5“ 


'E 


s 


E 


"5“ 


“E“ 


TT 




2 


2 


1 


3 


1 


1 


1 


1. 


Arranges registration desk so that it is neat 


2 


2 


2 


3 


O 


1 


1 


2. 


Develops lighting arrangements suitable to the lobby 


1 


1 


1 


i 


1 


1 


1 


3. 


or other publicly-used rooms 

Sees that hotel or motel personnel are dressed neatly 


1 


3 


1 


2 


1 


1 


3 


4. 


and attractively in clean, well-fitting uniforms 
Directs guests attention to displays of maps and places 


1 


2 


3 


3 


1 


1 


1 


5 . 


of interest 

Displays posters of special events in the community for 


1 


3 


1 


3 


3 


1 


1 


6. 


guests to see 

Displays a listing of meetings being held in the 


1 


3 


2 


2 


1 


1 


1 


7. 


establishment with date, time and location 
Calls guests' attention to directional signs 


2 


2 


1 


3 


3 


1 


1 


8. 


Decorates guest rooms attractively 


2 


2 


3 


2 


3 


1 


1 


9. 


Decorates lobbies, convention or banquet rooms 


1 


2 


1 


1 


1 


3 


1 


10. 


attractively 

Supplies guests information on advertised services and 


1 


2 


1 


1 


1 


3 


1 


11. 


facilities 

Informs hotel or motel personnel involved about 


1 


2 


2 


2 


1 


3 


1 


12. 


advertised services and facilities 

Reads own and competitor's newspaper or trade journal 


2 


3 


3 


2 


2 


3 


2 


13. 


ads 

Plans and conducts sales promotion campaigns and 


1 


2 


1 


3 


1 


3 


2 


14. 


advertising 

Points out advertised services or facilities to guests 


1 


1 


1 


2 


1 


3 


1 


15 . 


Keeps informed of competitors' prices and promotional 


1 


1 


1 


1 


1 


_1_ 


JL 


16. 


campaigns 

Promotes the hotel or motel by giving immediate and 


1 


1 


1 


1 


1 


3 


1 


17. 


courteous service to guests 

Offers customers free copies of community events 


3 


1 


3 


3 


2 


3 


1 


18. 


brochures or entertainment brochures 

Supplies guests' rooms with hotel or motel letterhead 


2 


3 


2 


3 


2 


3 


1 


19. 


stationery and postal cards 

Secures newspaper publicity for unusual or special 



study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 305 (continued) 

JOB TITLE: EXECUTIVE ASSISTANT 

JOB NUMBER: 22 

RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, SUPPLIES 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


CRITICAL TASKS 


~S” 


E 


S 


E 


s 


te 


E 




2 


2 


2 


2 


3 


2 


2 


1. Checks stockroom for depleted supplies 

2. Keeps supplies in stockroom or stock closet organized 
and assessable 

3. Initiates stock inventories 

4. Corrects supplies control books from inventory counts 

5. Reorders basic stocks and supplies 

6. Takes stock inventory count 

7. Inspects rooms for damages or pilferage 

8. Fills out reports on breakage, missing articles, etc. 

9. Requisitions stock, foodstuffs or supplies 


2 


3 


1 


3 


3 


2 


2 


2 


2 


2 


2 


3 


3 


2 


2 


2 


3 


3 


2 


3 


2 


2 


3 


2 


2 


3 


3 


1 


2 


2 


2 


2 


3 


3 


2 


1 


l 


2 


2 


1 


1 


1 


2 


3 


2 


3 


1 


2 


1 


2 


3 


2 


3 


i 


3 


1 






TASKS ADDED BY INTERVIEWEES: 

1. Makes recommendations for repairs and repainting 

2. Coordinates the efforts of housekeeping and maintenance 





* 

study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 305 (continued) 



JOB TITLE: EXECUTIVE ASSISTANT 

JOB NUMBER: 22 

RELATED JOB DUTIES - CUSTOMER CONTACTS 

Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


CRITICAL TASKS 




E 


S 


E 


S 


E 


E 




1 


i 


1 


2 


1 


1 


1 


1. 


Gives directions to guests 

Adjusts guests' complaints about rooms or service 
Authorizes guests' bank checks 


1 


1 


1 


1 


1 


1 


1 


2. 


1 


! 1 


1 


1 


1 


1 


1 


3. 


1 


1 


1 


1 


1 


1 


1 


4. 


Makes suggestions to guests for entertainment and 


1 


1 


1 


1 


1 


1 


1 


5 . 


sightseeing 

Suggests good restaurants to guests 

Contacts club groups, associations or businesses to 


2 


2 


3 


3 


2 


1 


1 


6. 


2 


2 


3 


2 


2 


2 


1 


7. 


promote banquet, party or convention facilities 
Helps guests plan banquets, parties, receptions or 
conventions 

Takes reservations by phone, mail or telegraph 


1 


1 


1 


2 


1 


1 


1 


8. 





















study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 306 
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JOB TITLE: MANAGER 
JOB NUMBER: 22 

SPECIFIC JOB DUTIES 



Interviewees* indicated that 
(1) regularly, (2) 



the following tasks 
occasionally or ( 



were performed 
) never 



Transient 
(over 100 rooms) 


Transient 

[ (under 100 rooms) 


E 


S 


E 


E 


E 


E 


E 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


2 


1 


2 


2 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


2 


1 


1 


1 


1 


1 


1 


1 


2 


1 


1 


1 


2 


3 


1 


1 


1 


1 


1 


1 


1 


2 


1 


i 


1 


1 


1 


1 


2 


1 


2 


1 


~2 


1 


3 


2 


1 


1 


1 


2 


1 


2 


1 


1 


1 


1 


2 


1 


3 


2 


3 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


2 


1 


1 


3 


1 


1 


1 


1 


1 


1 


1 


2 


2 


1 


1 


1 


1 


1 


2 


1 


1 


1 


1 


2 


1 


3 


3 


1 


1 


1 


1 


1 


1 


1 


1 


2 


1 


1 


1 


2 


2 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


1 


i 


1 


1 


1 


1 


1 


1 


2 


1 


3 


1 


2 


1 


1 


1 


1 


1 


1 


2 


1 


1 


1 


1 


1 



CRITICAL TASKS 



Operates hotel or motel for g.reatest efficiency and 
profitability 

Provides comfort and hospitality for guests 
Directs and coordinates the activities of various 
departments and services of the hotel or motel 
Improves operations 
Establishes credit policies 
Decides on room rates and changes 
Keeps informed of latest trends in his industry 
Keeps informed of tourist attractions and seasonal 
travel involved within his locality 

Advertises and promotes his establishment for tourists 
and businessmen 

Screens or supervises the employment of all job 
applicants in order to maintain a true "hospitality 
staff” 

Trains or supervises the training of personnel 
Supervises purchasing of supplies 
Makes equipment replacements 
Plans budgets of various departments 
Keeps informed about shifting highway traffic and 
relocation 

Maintains "origin of guest" records for future 
promotional possibilities 

Maintains and promotes facilities to attract banquets, 
meetings and conventions 
Plans advertising and sales promotion 
Works with travel agencies 

Works closely with local Chamber of Commerce 
Shows and sells room accomodations 
Participates in community efforts 

Offers facilities for meetings to community groups 
such as Boy Scouts and YMCA 
Tours and inspects the rooms and grounds 
Works closely with other hotels and motels for over- 
flow business 

Maintains an inventory of supplies 
Decides on type of patronage to be solicited 
Authorizes expenditures 

* "S" indicates the supervisor of the employee whose job was selected for 
study; "E” indicates the employee in the job selected for study. 

1012 



1. 

2 . 

3. 

4. 

5. 

6 . 

7. 

8 . 

9. 

10 . 



11 . 
12 . 
13 . 

14. 

15. 

16 . 

17. 

18 . 

19. 

20 . 
21 . 
22 . 

23. 

24. 

25. 

26. 

27. 

28. 
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TABLE 306 (continued) 



JOB TITLE: MANAGER 

JOB NUMBER: 22 

SPECIFIC JOB DUTIES 



Interviewees* indicated 
(1) regularly, 



that the following tasks were performed 
(2) occasionally or (3) never 



TT 





rv 

W 

£ 

o 


p 


o 


a 




CD 


•ri 


o 


w 


o 


a 


H 


ri 


u 


f H 


Eh 


CD 

> 

o 



3 



E 



¥ 



w 

o 

o 



o 

o 



+■> 

G 

o 

•H 
W H 

G 

ci U 
U CJ 
Eh V 

G 

G 



E 



¥ 



¥ 



CRITICAL TASKS 



29. 

30. 

31. 

32. 

33. 

34. 



Delegates authority and assigns responsibilities 
Processes reservations 
Adjusts guest complaints 
Determines type of services to 
Supervises dining facilities 
Arranges for outside services (ex. 
laundry, maintenance and repair) 



be offered 

- fuel delivery, 



1 . 

•> . 



TASKS ADDED BY INTERVIEWEES: 

Supervises the collection of delinquent accounts 
Participates in local civic and social clubs or groups 



* 

study ; 



"S” indicates the supervisor of the employee whose job was selected for 
»E" indicates the employee in the job selected for study. 
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TABLE 307 



JOB TITLE: MANAGER 

JOB NUMBER : 22 

RELATED JOB DUTIES - SALES PROMOTION 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 






E 


E 


E 


E 


E 


2 


2 


1 


2 


1 


1 


3 


1 


1 


1 


1 


3 


1 


1 


3 


1 


1 


1 


3 


2 


2 


3 


1 


1 


1 


3 


2 


2 


3 


1 


1 


1 


3 


1 


3 


o 

*.» 


1 


2 


1 


3 


2 


3 


2 


2 


1 


1 


1 


1 


1 


2 


2 


1 


1 


1 


1 


1 


2 


1 


1 


1 


1 


1 


1 


2 


1 


1 


1 


1 


1 


1 


2 


1 


2 


1 


2 


1 


1 


2 


2 


1 


3 


2 


1 


2 


2 


2 


1 


3 


2 


2 


2 


2 


1 


1 


3 


1 


2 


1 


3 


1 


1 


3 


1 


3 


1 


2 


3 


1 


3 


2 


2 


i 


1 


1 


1 


1 


3 


1 


l 


1 


1 


1 


1 


1 


1 


l 


2 


1 


1 


1 


1 


3 


l 



CRITICAL TASKS 



1. 

2 . 

3. 

4. 

5 . 



6 . 

7. 

8 . 



9. 

10 . 

11 . 

12 . 

13. 

14. 



15. 

16. 



17. 

18. 
19. 



Develops lighting arrangements suitable to the lobby 
or other publicly-used rooms 

Sees that hotel or motel personnel are dressed neatly 
and attractively in clean, well-fitting uniforms 
Directs customers’ attention to displays of maps and 
places of interest 

Displays posters of special events in the community 
for tourists to see 

Displays a listing of meetings being held in the 
establishment with date, time and location 
Calls guests’ attention to directional signs 
Decorates guest rooms attractively 
Decorates lobbies, convention or banquet rooms 
attractively 

Supplies guests information on advertised services and 
facilities 

Informs hotel or motel personnel involved about 
advertised services and facilities 

Reads own and competitor's newspaper or trade journal 
ads 

Plans and conducts sales promotion compaigns and 
advertising 

Approves ad copy and artwork for newspaper, magazine 
or travel brochure ads 

Points out advertised services or facilities to 
customers 

Provides and advertises special facilities for children 
Places ads in local newspapers, bulletins, football 
programs and calendars 

Keeps informed of competitors' prices and promotional 
campaigns 

Promotes the hotel or motel by giving immediate and 
courteous service to customers 

Offers customers free copies of community events 
brochures or entertainment brochures 



* "S" indicates the supervisor of the employee whose job was selected for 
study; "E” indicates the employee in the job selected for study, 
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TABLE 307 (continued) 



JOB TITLE : MANAGER 

JOB NUMBER: 22 

RELATED JOB DUTIES - SALES PROMOTION 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


CRITICAL TASKS 


~TT 


S 


E 


E 


E 


E 


E 




2 


2 


2 


3 


2 


1 


1 


20. Secures attractive outdoor signs 

21. Supplies guests' rooms with hotel or motel letterhead 
stationery and postal cards 

22. Advertises on billboards in effective locations 

23. Secures newspaper publicity for unusual or special 
guests 

24. Promotes local interest stories 

25. Advertises hotel or motel facilities and services in 
rooms with appropriate tent cards 


3 


1 


3 


3 


1 


1 


1 


2 


3 


3 


3 


] 


1 


1 


2 


1 


1 


3 


2 


2 


2 


2 


1 


1 


3 


2 


2 


2 


3 


1 


2 


1 


1 


1 


3 




.. 



* 

study ; 



"S” 

"E" 



indicates the supervisor of the employee whose job was selected for 
indicates the employee in the job selected for study. 
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TABLE 307 (continued) 



i 



* i 
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JOB TITLE : MANAGER 

JOB NUMBER: 22 

RELATED JOB DUTIES - CARE OF ROOMS, EQUIPMENT, SUPPLIES 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (3) never 



Transient 
(over 100 rooms) 


Transient 
(under 100 rooms) 


~r 


S 


E 


E 


E 


E 


1" 


2 


1 


2 


2 


2 


3 


3 


3 


1 


2 


2 


1 


3 


3 


2 


2 


1 


2 


2 


2 


2 


~T 


2 


2 


2 


2 


3 


3 


~T 


1 


1 


1 


2 


1 


2 


in 


2 


2 


2 


2 


3 


3 


in 


2 


1 


1 


2 


1 


1 

r 

M 


3 


1 


2 


2 


1 


3 


3 


1 


3 


1 


2 


3 


2 



CRITICAL TASKS 



1. 

2 . 



Cj « 

4. 

5. 

6 . 

7. 

8 . 

9. 



Checks stockroom for depleted supplies 

Keeps supplies in stockroom or stock closet organized 

and assessable 

Initiates stock inventories 

Corrects supplies control books from inventory counts 

Reorders basic stocks and supplies 

Takes stock inventory counts 

Inspects rooms for damages or pilferage 

Fills out reports on breakage, missing articles, etc. 

Calls vendors if cigarette or other machines need 

refilling 



* 

study ; 



"S" indicates the supervisor of the employee whose job was selected for 
"E" indicates the employee in the job selected for study. 
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TABLE 307 (continued) 



JOB TITLE: MANAGER 

JOB NUMBER: 22 

RELATED JOB DUTIES - CUSTOMER CONTACTS 



Interviewees* indicated that the following tasks were performed 
(1) regularly, (2) occasionally or (o) never 




4^ 

a 

<1) 

•H 

W 



w 

g 

o 

o 



rf 

rH 

H 



O 

O 

rH 



Q) 

> 

O 



2 



2 



1 1 



w 

g 

o 

o 



a 

<D 

•H 

W 

a 

«i 



o 

o 

H 



( 1 ) 

a 

d 



CRITICAL TASKS 



2 



8 



Gives directions to guests 

Adjusts guests’ complaints about rooms or service 

Authorizes guests’ bank checks , 

Makes suggestions to guests for entertainment and 

sightseeing 

Sufrcests good restaurants to guests a 

Contacts club groups, associations or businesses to 
promote banquet, party or convention facilities 
Helps guests plan banquets, parties, receptions 01 

conventions , „ , . , . 

Takes reservations by phone, mail and telegraph 




* 

study ; 



"S" 

”E” 



whose 



indicates the supervisor of the employee 
indicates the employee in the job selected for 



job was 
study . 



selected for 
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TABLE 308 






•!>: 




t' 

f 



f 



HOTEL/MOTEL PERSONNEL CONTACTS 
CONTACTS JOBS* 





2(3 


27 




w 


19 


"So" 


TTT 


32 


o ^ 




"SS 


36 


37 


3 


16 


22 


1 . 


Cashier 


X 


X 


X 






X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


2. 


Management trainee 






















X 


X 








X 


3. 


Clerical 


X 


X 


X 


X 












X 


X 


X 


X 






X 


4. 


Secretary 


X 


X 


X 


X 


X 


X 


X 




X 




X 


X 


X 


X 


X 


X 


5. 


Bookkeeper 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 




X 


X 


X 


6. 


Restaurant personnel 


X 


X 


X 


X 


X 




X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


7. 


DE students 


































8. 


Gardener 




X 




















X 








X 


9. 


Maids 


X 


X 


X 


X 


X 










X 


X 


X 


X 






X 


10. 


Maintenance personnel 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


11. 


Hotel or motel manager 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


12. 


Hotel or motel assistant 


X 


X 


X 


X 


X 


X 




X 




X 


X 


X 


X 


X 






13. 


manager 

Bellmen 


X 


X 


X 


X 


X 


X 


X 




X 


X 


X 


X 


X 


X 


X 


X 


14. 


Bell captain 


X 




X 


X 




X 








X 


X 


X 


X 


X 


X 


X 


15, 


Room clerk 


X 


X 


X 




X 


X 


X 




X 


X 


X 


X 


X 


X 


X 


X 


16. 


Switchboard operator 


X 


X 


X 


X 


X 


X 


X 




X 


X 


X 


X 


X 




X 


X 


17. 


Parking lot attendant 




X 


X 




















X 






X 


18. 


Service superintendent 




X 




















X 




X 




X 


19. 


Information desk clerk 


X 


X 


X 














X 


X 


X 






X 


X 


20. 


Catering manager 


X 


X 


X 


X 




X 




X 






X 


X 


X 


X 




X 


21. 


Chef 


X 


X 


X 






X 






X 


X 


X 


X 




X 


X 


X 


22. 


Chef’s steward 


X 


X 


X 


X 




X 




X 


X 






X 




X 




X 


23 . 


Night auditor 


X 






X 


X 


X 










X 








X 


X 


24. 


Executive assistant 




X 


X 






X 












X 


X 


X 






25. 


Housekeeper 


X 


X 


X 


X 


X 


X 


X 


X 


X 




X 


X 


X 


X 


X 


X 


26. 


Sales manager 


X 


X 


X 














X 




X 


X 


X 




X 


27. 


Purchasing agent 


X 


X 


X 




X 










X 




X 








X 


28. 


Recreation director 












X 






















29. 


Building superintendent 


X 


X 


X 










X 


X 


X 


X 




X 


X 




X 


30. 


Reservation manager 


X 


X 


X 














X 


X 




X 


X 




X 


31. 


Storeroom clerks 




X 


X 






X 




X 










X 


X 




X 


32. 


Doorman 




X 


X 


















8 


X 






X 



PERSONNEL CONTACTS ADDED BY INTERVIEWEES: 



1. Hotel doctor 

2. Security officer 

3 . Hotel drug store attendants 

4. Auditing manager 

5. Managers of the various clubs housed in the hotel 

6. Head waiters 

7. Hotel’s printer 

8. Dining room hostess 

9. Department heads 

10. Controller 

11. Personnel director 



* Jobs are identified in the listing of Entry, Career and Specialist Jobs 
on page 946 . 
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TABLE 309 

OUTSIDE OF HOTEL OR MOTEL CONTACTS 



CONTACTS 



JOBS* 





26 


27 


28 


29 


19 


30 


31 




33 


34 


T5 


36 


37 


-11 


16 


22 


1. 


Supplies and/or equipment 








X 








X 


X 


X 


X 






X 


X 


X 


2. 


salesmen 

Newspaper, television or radio 


















X 




X 










X 


3. 


personnel 

Distributive education 


















X 














X 


4. 


coordinators 

Competitive hotel or motel 






X 


X 






X 




X 




X 


X 


1 

! 


ix 


X 


X 


5. 


personnel 

Deliverymen, truckmen or 


X 


X 


X 


X 








X 


X 


X 




X 




X 


X 


X 


6. 


distributors 
Banking personnel 






















X 








X 


X 


7. 


Vending machine jobbers 




X 




X 






















X 


X 


8. 


Customers 


X 


X 


X 


X 




X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


9. 


Health department inspectors 






X 










X 


X 


X 


X 


X 




X 


X 


X 


10. 


Retail Merchants' Association 






















X 










X 


11. 


members 
Insurance men 






















X 


X 




X 




X 


12. 


Lawyer 






















X 










X 


13 . 


Police 


X 


X 




X 












X 


X 




X 






X 


14 . 


Photographers 


















X 




X 




X 




X 


X 


15. 


Travel agents 


X 


X 














X 




X 




X 






X 


16. 


Rent-a-car personnel 




X 


V 

J\ 
















X 










X 


17. 


Tourist attraction officials 


X 


X 


X 












X 




X 




X 




X 


X 


18. 


Airline agents 




X 


X 


























X 


19. 


City officials (mayor) 






















X 




X 






X 


20. 


Florists 


X 


X 


X 






X 






X 




X 










X 


21. 


Cab drivers 


X 


X 


X 


X 
























V 

A 


22. 


Limousine drivers 


X 


X 


X 


X 














X 










X 


23 . 


Orchestra or combo members 






















X 










X 



OUTSIDE OF HOTEL OR MOTEL CONTACTS ADDED BY INTERVIEWEES 



1 . 
2 . 

3. 

4. 

5. 

6 . 

7. 

8 . 
9. 
10 



Purchasing agent association 
Chamber of Commerce 
Medical doctor 
Ambulance service 
Employment agencies 
Fire department 
Convention representatives 
Outside contractors 
Fire department 
Electricians, repairmen 



1019 



* Jobs are identified in the listing o !' Entry , Career and Specialist Jobs 
on page 946 . 
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TABLE 310 

HOTEL/MOTEL SUPERVISORY RESPONSIBILITIES 



SUPERVISORY RESPONSIBILITIES** 



JOBS* 





Z5 


"27 


"25 


"25 


19 


30 


"51 


32 


33 


34 


"35 


36 


“3 T 




"15 


22 


1 . 


Secretary 






















X 


X 








X 


2. 


DE student 


































3 . 


Cashier 






























X 


X 


4. 


Assistant manager 


































5. 


Room clerk 






























X 


X 


6 . 


Bellmen 




X 


X 


X 






X 
















X 


X 


7. 


Bell captain 






X 
























X 


X 


8 . 


Maids 




















X 












X 


9. 


Maintenance personnel 
























X 








X 


10. 


Parking lot attendant 


































11. 


Management trainee 
































X 


12. 


Service superintendent 
































X 


13. 


Chef 


















X 
















14. 


Night auditor (manager) 






























X 


X 


15. 


Housekeeper 






























X 


X 


16. 


Sales manager 


































17. 


Purchasing agent 


































18. 


Recreation director 


\ 
































19. 


Building superintendent 
































X 


20. 


Reservation manager 
































X 


21. 


Storeroom clerks 


































22. 


Doorman 






X 




























23. 


Executive assistant 


































24. 


Clerical 
































X 


25. 


Switchboard operator 








X 






















X 


X 


26. 


Information desk clerk 






























X 


X 


27. 


Dining room employees 


































28. 


Kitchen employees 
















X 



















SUPERVISORY RESPONSIBILITIES ADDED BY INTERVIEWEES: 



1 . 


Bookkeeper 


9. 


Lobby boy 


17. 


2. 


Receiving clerk 


10. 


Elevator operators 




3. 


Warehousemen 


11. 


Pantry women (prepare salads) 18. 


4. 


Assistant trainee 


12. 


Dishwashers 


19. 


5. 


Warehouse manager 


13. 


Busboys 




6. 


Truck drivers 


14. 


Assistant social directors 


20. 


7. 


Payroll clerk 


15. 


Catering function crew 


21. 


8. 


Laundry personnel 


16. 


Cooks 





22 . 
23 . 



24 



Assistant 

housekeeper 

Inspectresses 

Linen room 

supervisor 

Parlor maids 

Linen room 

attendants 

Housemen 

Night 

cleaners 

Painters 



* Jobs are identified in the listing of Entry, Career and Specialist Jobs 
on page 946. 

** The personnel listed are those supervised by the workers as indicated by 
job numbers. 
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TABLE 311 

HOTEL/MOTEL EQUIPMENT AND MATERIALS 



EQUIPMENT AND MATERIALS 



JOBS* 



1. 

2 . 



3 



4. 

5 . 

6 . 

7. 

8 . 

9. 

10 . 
11 . 
12 . 



order forms 



13 



.O 

14. 



equipment 

candy 



15. 

16. 

17. 

18. 

19. 

20 . 
21 . 
22 . 



23 . 

24. 

25. 

26. 

27. 

28. 

29. 

30. 



31 . 



32. 
33 . 

34, 

35, 

36, 

37, 

38 

39 

40 

41 

42 

43 

44 



45 

46 

47 

48 

49 



Posting machine 
Cash register 
Adding machine 
Typewriter 
Telephone 

Uniforms and aprons 
Signs and sign holders 
Restaurant menus 
Filing equipment 
Supply and equipment 
Report forms 
Linens 

Cleaning agents and 
Cigarette, drink and 
vending machines 
Lockers 

Intercom speakers 
Pencils and pads 
Vacuum cleaner 
Fire extinguisher 
Ice machines or chests 
Televisions 

Safe (guests' cash and 
valuables) 

Temperature control equipment 
Folding chairs (conference) 
Folding tables (conference) 

Ash tray stands 
Recreational facilities 
Guest evaluation forms 
Minor repair tools 
Credit cards 
Room reservation forms 
Postal cards and stationery 
Reservation chart or book 
Guest registration cards 
Guest registration book 
Teletypewriter 
Moving racks (for luggage) 

Key rack 
Maps 

Mail boxes 

Time stamping machine 
, Magazines 

Travel folders or brochures 
, Swimming pool 

(equipment and supplies) 

, Switchboard 

, Gardening and lawn equipment 
, Keys and locks 
. Pneumatic tube system 
. Kitchen utensils and equipment 



i 


6 


27" 


28T 


22“ 


T9T 


30 


31 


32 


r> r J 1 

j J « 


34 


22“ 


36 


n "i 
kJ i 


TT 

sj 


16 


22 












X 


X 




X 
















X 


X 










X 


X 




X 
















X 


X 










X 


X 


X 


X 


X 


X 










A 


X 


X 










X 


X 


X 


X 




X 




X 




X 




X 


X 


) 




X 


x 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


!x 


X 


) 




X 


XT 










X 




X 














) 


C 


IT' 


X 


















X 


X 






X 














X 




X 


X 








X 


X 














X 


X 


X 


X 




X 




X 






X 


X 


X 








X 






X 


X 


!x 


X 


X 




X 




X 


X 


X 






X 




X 


X 


X 




X 


X 


X 


X 


X 


X 


X 


X 






















X 
















£ 














X 




X 




X 












< 


X 


























X 






£ 


X 


X 














X 




X 








X 










X 


















X 






X 




£ 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 


X 




X 


















X 
















£ 


X 


X 










X 




X 




X 




X 




X 




£ 


X 


X 










X 




X 




X 












£__ 


















X 




X 








X 










hr 


X 




X 
















X 


X _ 




£ 


X 










X 




X 


X 




X 




X 


X 




£ 




X 
























X 


X 


• 


£ 




X 1 
























X 


X 


£ 




X 














X 












X 
















X 












X 




X 












hr 












X 








X 


X 
























X 






X 












|x 


2T“ 


X 


X 








X 








X 


X 










X 


X 


X 


X 




X 




X 








X 


X 




X 


X 




nr 


X" 




X 




X 


X 


X 








X 


X 










x 


X 


X 


IT 




X 




X 








X 


X 


- 








nr 


X 


tx 


X 








X 




X 




X 


X 








nr 


X 


X 


















X 


X 










nr 




X 


X 
















X 


X 




£ 


X 


X 














X 






















X 


X 


X 


X 










X 






X 


X 




£ 


X 


X 


X 


X 


X 


X 












X 




X 


X 


£ 






X 


X 


X 


X 
















X 


X 










X 


X 


X 


'X 
















X 


X 










X 






















X 






£ 


X 


X 


X 


X 


X 


X 








X 




X 




X 


X 
















X 










X 






X 


X 










X 


X 


X 


X 
















X 


X 


























X 












T 




‘X 


pc 


'X 


X 


X 






X 




X 






X 


'X 


































X 


















X 








X 













* Jobs are identified in the listing of Entry, Career and Specialist Jobs 
on page 946. 
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TABLE 311 (continued) 
HOTEL/MOTEL EQUIPMENT AND MATERIALS 



EQUIPMENT AND MATERIALS ADDED BY INTERVIEWEES: 

1 . Elevators 

2. Decorating fabrics 

3. Luggage identification tags 

4. Blueprints for construction work 

5. Comptometer 

6. Postage machine 

7. Mimeograph machine 

8. Advance payment reservation forms 

9. Zerox machine 

10. Ditto machine 
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COMPETENCY CLUES 



ACCOMMODATIONS AND FACILITIES 



Interviewees indicated that they needed to know the following types of information 
concerning accommodations and facilities in order to perform their job tasks: 



1 . 


The prices of different 
27 28 29 19 30 


type rooms 
31 33 


34 


35 


3 


16 


22 


2. 


Available room sizes 
27 28 29 19 30 


31 33 


34 


35 


3 


16 


22 



3. The time when rooms are remade and ready for occupancy 

26 29 19 30 31 33 34 35 37 16 22 



4. The time required to make up rooms 

30 33 34 35 16 22 

5. The number of rooms not reserved and available for occupancy 





28 29 


19 30 31 33 


35 


16 


22 


Profit 


value in 


different type rooms 








29 


19 30 31 33 


35 


16 


22 


Hotel 


restaurant 


hours for serving 


meals 






26 27 


28 29 


19 30 31 32 33 


34 35 36 


37 3 16 


22 



8. Guest services offered (ex. - swimming pool, baby sitting service and 
transportation systems) 

26 27 28 29 19 30 31 33 34 35 36 37 3 16 22 

9. Arrival and departure times of limousine and public transportation services 

26 27 28 29 30 33 35 37 22 

10. What recreational facilities are available 

26 27 28 29 19 31 34 35 36 37 3 16 22 



COMPETENCY CLUES ADDED BY INTERVIEWEES: 

1. City streets and highways to answer guest's questions 

2. How to locate airline, bus and train schedules 

3. The number of guests in the house each day in order to plan quantities of food 
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COMPETENCY CLUES 
POLICIES AND PROCEDURES 

Interviewees indicated that they needed to know the following types of information 
concerning policies and procedures in order to perform their job tasks: 



1. Equipment use and protection 
26 27 28 29 19 30 31 32 


33 


34 


35 


36 


37 


3 


16 


22 


2. Customer complaints and 
26 27 28 29 19 30 


adjustments 
31 32 33 


(about 
34 35 


food 

36 


and 

37 


services) 
3 16 22 


3. Training procedures 

26 27 28 29 19 30 


31 


32 


33 


34 


35 


36 




3 


16 


22 


4. Supplies and equipment 
27 28 29 


inventory control 
31 32 33 34 35 


36 


37 


3 


16 


22 


5. Pricing rooms or services rendered 
28 29 19 30 31 33 


34 


35 






3 


16 


22 


6, Purchasing policies 
28 




32 


33 


34 


35 


36 




3 


16 


22 


7. Personnel policies 

26 27 28 29 19 30 


31 


32 


33 


34 


35 


36 


37 


3 


16 


22 


8. Recordkeeping procedures 
27 28 29 19 30 31 


32 


33 


34 


35 


36 


37 


3 


16 


22 


9. Extension of credit 

*29 19 


31 




33 




35 






3 


16 


22 


10. Good housekeeping and room 
26 28 29 31 


make 

32 


-up 

33 


procedures 
34 35 






16 


22 


11. Rules of etiquette 

26 27 28 29 30 




32 


33 


34 


35 


36 


37 


3 




22 


12. Reservation procedures 
26 27 29 19 30 


31 




33 




35 








16 


22 


13. Swimming pool policies 
26 27 29 


(rules) 

31 


33 




35 


36 


37 




16 


22 


14. Seasonal room rate changes 

29 30 31 




33 




35 


36 






16 


22 


15. Hotel grounds protection 
26 27 28 31 




33 




35 


36 






16 


22 


16. Refunds, cancellation policies 

29 19 30 31 


33 




35 






3 


16 


22 


17. Room service 

26 27 28 29 19 30 


31 


32 






35 






3 


16 


22 
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COMPETENCY CLUES 

POLICIES AND PROCEDURES 
(continued) 



18. Guest registration procedure 

26 27 28 29 19 30 31 

19. Guest check-out procedures 

26 27 28 29 19 30 31 



35 


16 


22 


35 


16 


22 



COMPETENCY CLUES ADDED BY INTERVIEWEES: 

1. Front desk procedures 

2. Cashiers’ procedures 

3. Safety precautions and health regulations 

4. Policies regarding "sell-outs" 

Si Procedures'? or^arriving S and leaving work (passes, time clock, etc.) 
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HOTEL/MOTEL COMPETENCIES 7 
AREA OF ADVERTISING 



sracgfcx: ~ 



J 



1 



Knowledges and Understandings : 

1. Knowledge of the uses of promotional and institutional advertising. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

2. Knowledge of the types of media that are available for advertising - period- 
icals (newspapers, magazines, trade journals), mass media (radio, tv, bill- 
boards) and direct advertising (catalogs, circulars, letters). 

16 22 33 35 

3. Knowledge of the services and/or accomodations being advertised in order to 
better promote them. 

29 30 32 37 35 33 16 22 

5. Knowledge of the factors to consider when checking advertising proofs for 
corrections . 

35 33 22 16 

7. Knowledge of the relative costs of advertising in various media. 

22 35 33 16 

9. Knowledge of the various methods which can be used to inform guests of special 
events . 

26 27 28 29 19 30 37 35 33 16 22 

11. Knowledge of the purposes of advertising. 

* 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

13. Knowledge of the types of information or events which might be of interest to 
the public from a public delations or publicity standpoint. 

35 16 22 

15. Knowledge of the ways in which past advertisements can be helpful in planning 
future ads. 

16 22 33 35 

16. Knowledge of how to select services and/or accomodations for advertising that 
are seasonal and timely. 

22 35 33 37 16 

17. Understanding that an appealing advertising headline gains the customer's 
attention . 

35 22 16 33 
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7 Numbers below each competency indicate number of job which requires the 
competency. See page 946 for job number. 
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HOTEL/MOTEL COMPETENCIES 
AREA OF ADVERTISING 
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Knowledges and Understandings: 



18. Knowledge of how to tie together advertising, sales promotion and public 
relations programs in an effort to bring the hotel or motel to the attention 
and consideration of the largest possible number of prospective patrons. 

16 22 35 33 

19. Knowledge of how to secure or prepare good illustrations that will maintain a 
customer’s interest in an ad. 

35 22 16 33 

20. Knowledge of how to evaluate the effectiveness of various advertising media 
for merchandise being advertised. 

16 22 

24. Knowledge of how to channel material with news interest to the press, taking 
advantage of publicity stories. 

16 22 35 33 

25. Knowledge of how to make personal sales calls in an effort to increase business. 

35 16 22 33 

26. Knowledge of how to use ”piped-in" music for guest rooms, dining areas and 
public rooms to help create a desired image. 

16 22 33 37 35 

33. Knowledge of how to promote good public relations by offering hotel/motel 

facilities as the meeting place for community charity efforts, such as, Boy 
Scouts, YMCA , etc. 

16 22 35 33 



Skills : 

1. Skill in keeping personnel informed of sales promotion activities within the 
hotel . 

4 

28 29 19 30 31 32 33 34 3 35 36 37 16 22 

2. Skill in studying specific information in ads and using the advertised facts 
effectively in selling. 







29 19 22 30 31 37 35 33 16 

3. Skill in evaluating the effectiveness of advertising in terms of sales and 
costs. 

f 

16 22 35 33 

| 
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HOTEL/MOTEL COMPETENCIES 
AREA OF ADVERTISING 



mm 









Skills : 



5. 



Skill in correctly informing guests of the location of advertised services 
and accomodations within the hotel. 



26 27 28 29 19 30 



31 



32 



33 34 



3 



O r: 

J «) 



36 



37 16 



22 



6 . 



Skill in preparing information for advertising copy that will attract 
potential business. 



16 22 



33 



35 



37 



Ability to use promotional, institutional or a combination of promotional a 
institutional advertising to best promote accomodations, services and hot ex 

image . 



16 22 



33 



35 



37 



8 



Ability to select accomodations and services for advertising that aie seasonal 
and timely. 



16 22 33 35 37 



9. 



Skill in analyzing past advertisements for their effectiveness and for guidance 
in planning future ads. 



16 22 33 35 37 

11. Ability to inform guests of special events within the hotel. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

12. Skill in checking advertising proofs for corrections, omissions and additions. 

16 22 33 35 37 

14. Skill in selecting the best medium for the type advertising to be done. 

22 35 33 16 37 



Attitudes : 



1. 



Attitude that although advertising’s goal is to sell the hotel's facilities 
and services, hotel personnel usually must complete the sale. 



26 27 



28 



29 19 



30 31 32 33 34 



3 



35 



36 



37 



16 22 



2 . 



Attitude that good advertising will help increase business for a hotel by 
creating interest and desire in customeis. 



26 27 28 29 19 30 31 32 33 34 35 



36 37 16 22 



3. 



Attitude that an awareness of competitors' advertised facilities and services 
is beneficial in promoting one's own accomodations and services. 



29 19 30 32 



37 



35 



33 



34 16 22 26 27 28 
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HOTAL/MOTEL COMPETENCIES 
AREA OF ADVERTISING 



Attitudes'. 



7. 



Attitude that advertising helps increase business during a slow business period. 



30 



37 



35 



O O 
JU 



16 22 



9. 



Attitude that advertising can be developed to produce immediate business oi 
create a favorable attitude toward the hotel for future business. 



35 



33 



22 16 



10 . 



Attitude that advertising, to bo effective, must be supplemented by well- 
informed and intelligent personnel and prompt, com Leous seivi . 



26 27 28 29 30 31 32 33 34 



35 36 



37 



16 22 



11 . 



15. 



16. 



20 . 



21 . 



22 . 



Attitude that it is necessary to know facts about advertised services and 
accomodations in order to better promote and sell them. 



26 27 28 29 19 30 31 32 33 34 3 



35 



36 



37 



16 22 



Attitude that past advertisements should be analyzed for their effectiveness 
and as a guide in planning future ads. 



16 22 31 35 34 



Attitude that advertising is a form of preselling - a tool which creates 
attention, arouses interest, creates desire and induces action. 



26 27 28 



29 19 30 31 32 33 3 



'M 



35 



36 37 16 22 



Attitude that some of a hotel or motel's best publicity comes from publicity 
stories . 



16 22 



35 



33 



37 



At m Hide that "guest-history" records are valuable not only in serving guests 
fnioiu!ni visits but also in direct-mail and other promotional efforts. 



16 22 30 29 35 37 33 



Attitude that personal sales calls will help create an interest in the hotel 
or motel in the local community. 



35 16 22 33 



24. 



Attitude that the creation of a desirable image can often be enhanced with a 
certain trademark or other easily identifiable symbol. 



22 35 16 33 37 
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HOTEL/MOTEL COMPETENCIES' 
AREA OF COMMUNICATIONS 



Knowledges and Understandings 



1 . 


Knowledge of 


how 


to suggest changes to 


management . 












26 27 28 


29 


19 30 31 


32 


33 


34 3 


35 


36 37 


16 


22 


2. 


Knowledge of 


how 


to use written 


communications in forms 


and reports 


« 






27 28 29 


19 


30 31 32 


33 


34 


3 35 


36 


37 16 


22 




3. 


Knowledge of 


the 


correct forms used in 


business letter writing. 








29 30 31 


32 


33 34 3 


35 


36 


37 16 


22 








4. 


Knowledge of how to address other people in a business-like manner 
they are customers, fellow employees, supervisors or management. 


whether 




26 27 28 


29 


19 30 31 


32 


33 


34 3 


35 


36 37 


16 


22 


5 . 


Knowledge of how 
work willingly. 


to communicate 


to others 


in order 


to 


encourage them 


to 




27 28 30 


32 


33 34 3 


35 


36 


37 16 


22 









Knowledge of the differences that exist in communications used in selling over 
the telephone and person-to-person. 



22 



8 



29 30 35 33 16 

Knowledge of the approaches which can be used in assigning duties and dele- 
gating authority so that everything is completely clear. 

27 



22 



34 33 32 36 



37 



35 



9. 



28 16 

Knowledge of the situations in which to use a technical language or commonly 
understood language. 



10 



!6 22 3 30 29 32 33 35 36 37 

Knowledge of when to keep communications confidential. 
26 27 28 29 19 30 31 32 33 34 3 35 



36 37 16 22 



12 . 



Knowledge of adult training classes offered distributive workers by the local 
public school system and other agencies in the community. 



13. 



16 22 35 34 36 

Knowledge of the important benefits, both short-and long-range derived from 
keeping the public as much aware of the hotel s image as possxb e. 



16 22 35 33 



7 Numbers below each competency indicate number of job which requires the 
competency. See page 946 for job number. 
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HOTEL/MOTEL COMPETENCIES 



■ 



I AREA OF COMMUNICATIONS 

is 

;; 



Knowledges and Undei ;.» Landings ; 



14. 



Understanding that to control grievances within the organization, employees 
should be given timely information concerning policies and procedures. 



17. 



r 



28 16 22 34 33 32 36 37 3 35 

Understanding that communications in assigning work means a constant striving 

for clarity. 

28 16 22 31 33 32 36 37 3 35 



19. Understanding 1 ha; since interpretations placed on the spoken word vary with 
different people, one must be careful to speak so that correct interpretation 
can be made by individual listeners. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

20. Knowledge of how to work compatibly with other hotels and motels so that over- 
flow business ran be referred from one to the other. 

35 16 22 33 

21. Knowledge of how to tactfully inquire of a departing guest if any recent 
charges have been made that might not yet have reached his account. 

29 31 19 



Skills: 



1. 


Skill in 


using the telephone correctly and most 


effectively . 










26 27 


28 29 19 


30 31 32 33 34 


3 


35 36 


37 


16 


22 


2. 


Skill in 


receiving or 


giving telephone orders, 


complaints and 


messages . 






26 27 


28 29 19 


30 31 32 33 34 


3 


35 36 


37 


16 


22 


3. 


Skill in 


handling guest inquiries for general information. 










26 27 


28 29 19 


30 31 32 33 34 


3 


35 36 


37 


16 


22 


4. 


Skill in 


interpreting 


hotel policies to guests. 














26 27 


28 29 19 


30 33 35 36 16 


22 


34 








6. 


Skill in 


listening to 


and following directions. 














26 27 


28 29 19 


30 31 32 33 34 


3 


35 36 


37 


16 


22 



7. Skill in developing descriptive phrases and sentences to be used in promoting 
services and accomodations offered by the hotel. 

26 27 28 29 19 30 31 32 35 37 16 22 

9. Skill in effect iv.: use of speech and vocabulary. 

26 27 28 29 19 30 31 32 33 34 35 3 36 37 16 22 
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HOT EL /MOT EL COMPETENCIES 
AREA OF COMMUNICATIONS 

Skills ; 

11. Skill in interpreting management's policies to employees and employees' 
problems to management . 

28 16 22 33 34 32 36 37 3 35 

13. Skill in writing purchase orders legibly so that errors in quantities, shipping, 
pricing information, etc., can be eliminated. 

i 3 

14. Skill in communicating effectively with guests, co-workers and supervisors. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

16. Skill in compiling several reports into a composite report, statement or 
presentation for management. 

30 31 32 33 34 3 35 36 37 16 22 

17. Skill in listening to guests' names and addresses and writing them correctly. 

29 19 30 35 33 16 22 

18. Skill in writing grammatically correct, attention-getting advertising copy. 

35 16 22 33 

19. Skill in developing phrases and sentences to be used in describing the hotel's 
accomodations and facilities. 

26 27 28 29 19 30 33 35 16 22 

20. Skill in writing informative and effective business letters. 

30 33 3 35 16 22 36 

23. Skill in determining the reason for a guest's complaint on billing, adjusting 
the complaint and tactfully informing the guest of the adjustment. 

29 19 16 22 

24. Ability to talk clearly and pleasantly, conveying spirit and enthusiasm in 
one's speech. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

25. An ability to assist with training or teaching others. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

26. Ability to convey directions and instructions clearly to employees. 

28 16 22 34 33 32 36 37 3 35 
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HOTEL/MOTEL COMPETENC I ES 
AREA OF COMMUNICATIONS 



Skills : 

27. Ability to conduct effective employee meetings. 

22 16 28 34 32 36 37 35 33 

28. Ability to interpret to management the progress of a certain department, 
system or function within the hotel. 

28 16 22 30 31 34 33 32 36 37 3 35 

29. Ability to stimulate interest with use of trademark slogans, similes, etc. 

29 19 30 31 16 22 33 35 37 

30. Skill in translating technical words concerning accomodations and services 
into the guest's language. 

26 27 28 29 19 30 31 37 35 33 16 22 

Attitudes : 



! ‘ 



i i 



ERIC 
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1 . 



2 . 



4. 



5. 



6 . 



7. 



8 . 



Attitude that the ability to communicate skillfully in good English is 
essential to a person's business advancement. 



26 27 28 29 19 30 31 32 33 34 



35 36 37 16 22 



Attitude that poor or awkward grammar lowers hotel personnel and the hotel's 
image in the estimation of the guest. 



26 27 28 29 19 30 31 32 33 34 



35 36 37 16 22 



Attitude that in distributive and service occupations the "spoken word" is an 
important tool of the trade. 



26 27 28 29 19 30 31 32 33 34 



35 36 37 16 22 



Attitude that active membership in trade associations provides excellent 
opportunities for learning of trends and advanced methods in hotel and motel 
operations . 



22 35 



32 34 33 16 



An awareness that product knowledge and business trends can be obtained by 
reading trade and business journals and publications. 



26 27 28 29 19 30 31 32 33 34 



35 36 37 16 22 



An awareness that the voice can be used to express conviction and convey 
confidence . 



26 27 28 29 19 30 31 32 33 34 



35 36 37 16 22 



Attitude that the tone of voice can express sincere welcome and eagerness to 
be of service. 



26 27 28 29 19 30 31 32 33 34 



35 36 37 16 22 
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HOTEL/MOTEL COMPETENC I ES 
AREA OF COMMUNICATIONS 



Attitudes : 

9. An appreciation of the value of correct; enunciation and pronunciation in 
speaking. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 



10. An awareness that the use of terms of "endearment" lowers the hotel employee 
and the hotel's image in the estimation of the guest. 



26 27 28 29 16 22 



19 30 31 32 37 33 35 



11. A belief that the voice is an important medium through which selling is 
accomplished. 

29 19 16 22 36 33 35 

12. A feeling that voice tone quality enhances the value of the service described. 



I 

l 

!■ 

Sj 













i i 



29 19 16 22 30 32 35 

13. An awareness of the importance of adequate service knowledge in telephone 
selling . 

29 30 16 22 33 35 

14. Attitude that by listening "with a sensitive ear" one can often detect true 
sources of complaints or grievances among hotel personnel. 

28 16 22 34 33 32 36 37 3 35 

15. An awareness that nothing is quite so important or contagious as enthusiasm - 
for the hotel, the services offered and for guests. 

3 26 27 28 29 30 19 16 22 31 33 32 34 35 36 37 

16. A belief that an important phase of management's responsibility in any organ- 
ization is communications. 

16 22 34 33 32 36 37 3 35 

17 . A belief that communication must be a two-way process between management and 
employees . 

16 22 34 33 32 36 37 3 35 

18. A realization that even in the most skillfully constructed communications 
misinterpretations will develop, 

16 22 33 34 3 35 32 36 37 

19. A belief that management has a responsibility to keep informed of technical ad- 
vances and new methods in hotelkeeping and services by reading trade journals 
and publications. 

22 16 32 33 34 3 35 36 37 
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HOTEL/MOTEL COMPETENCIES 
AREA OF COMMUNICATIONS 



Attitudes : 

20, A realization that first impressions are important to the business and last j 

impressions are longest remembered. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 j 

21. Awareness that certain thoughtlessly used terms or words can be misinterpreted j 

by the listener. | 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

22 Attitude that when assembling data on a particular hotel or motel topic certain 

authorities in the field must be recognized. j 

16 22 35 j 

23. A realization that gestures help convey feelings in spoken communications. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 ; 

24. Attitude that attending departmental meetings is a good way to keep informed 
of promotions, changing methods and operating picture. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 j 

| 

25. A belief that communications between the various divisions within a hotel will j 

result in a more efficient operation with mutual benefits to all. j 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 j 

26 A belief that since hotel business organizations have many common goals and 

problems, they should maintain cordial and working relationships which will j 

permit a flow of ideas among them. 

16 22 35 33 34 37 j 
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HOTEL/MOTEL COMPETENC I ES ' 
AREA OF HUMAN RELATIONS 



Knowledges and Understandings ; 

1. 



Knowledge of how to get results through people by practicing effective human 
relations . 





27 28 


30 


32 


33 34 3 35 


36 37 


16 22 










2. 


Knowledge 


of 


the factors which appear to affect morale. 












28 16 


22 


34 


33 32 3 36 


37 35 












3. 


Knowledge of how to 
groomed appearance . 


dress appropriately 


for the job and maintain 


a well- 






26 27 


28 


29 


19 30 31 32 


33 34 


3 35 


36 


37 


16 


22 


4. 


Knowledge 


of 


how to 


build morale in employees. 














27 28 


32 


33 


34 3 35 36 


37 16 


22 










5. 


Knowledge 


of 


how to 


recognize the accomplishments 


; of others 


• 










27 28 


32 


33 


34 3 35 36 


37 16 


22 










6. 


Knowledge 


of 


how to 


develop and maintain a pleasant working 


environment . 






26 27 


28 


29 


19 30 31 32 


33 34 


3 35 


36 


37 


16 


22 


7. 


Knowledge 


of 


how to 


be orderly and systematic. 














26 27 


28 


29 


19 30 31 32 


33 34 


3 35 


36 


37 


16 


22 


8 , 


Knowledge 


of 


how to 


show an interest in 


others . 














26 27 


28 


29 


19 30 31 32 


33 34 


3 35 


36 


37 


16 


22 


9. 


Knowledge 


of 


how to 


build sound working 


relationships in "forced 


" associations 




26 27 


28 


29 


19 30 31 32 


33 34 


3 35 


36 


37 


16 


22 


10. 


Knowledge 


of 


how to 


motivate others for 


best performance. 












27 28 


30 


31 


32 33 34 3 


35 36 


37 16 


22 








11. 


Knowledge of 
grievances, : 


the evidences of poor morale - high 
increased absenteeism and tardiness, 


personnel turnover, numerous 
restriction of output, etc. 




28 16 


22 


33 


32 34 3 35 


36 37 












12. 


Knowledge 

attitudes 


of morale as being the term frequently 
toward their jobs, employer and fellow 


used to describe employee 
employees . 






26 27 


28 


29 


19 30 31 32 


33 34 


3 35 


36 


37 


16 


22 



7 Numbers below each competency indicate number of job which requires the 
competency. See page 946 for job number. 
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HOTEL/MOTEL COMPETENCIES 
AREA OF HUMAN RELATIONS 
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Knowledges and Understandings : 

13. Understanding that supervisors or managers accomplish results by encouraging 
employees to work toward mutually beneficial objectives. 

2g 16 22 32 33 34 3 35 36 37 

14. Understanding that a positive attitude is usually reflected in one's work. 

26 27 28 29 19 30 31 32 33 34 3 35 36 16 37 22 

15. Understanding that the supervisor must help new employees adjust to their jobs, 
seeing that they are trained for the job and that they become acquainted with 
fellow employees. 

28 16 22 3 32 33 34 35 36 37 

16. Understanding that human relations in the hotel/motel organization consists of 
an interdependence with fellow employees, supervisors and guests. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

17. Understanding that personnel usually understand and comply more readily with 
policies which they have helped develop. 

28 16 22 32 33 34 3 35 3b 37 

18. Understanding that employees will comply more readily with policies they under- 
stand . 

28 22 32 33 34 3 35 36 37 16 30 

20. Knowledge of the ways to effectively handle difficult guests. 

26 29 27 28 19 30 31 32 37 16 22 

Skills ; 

1. Skill in developing and maintaining harmonious relationships with other employees 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

2. Skill in sponsoring new employees in the business. 

26 27 28 29 19 

3. Skill in working cooperatively with fellow employees, supervisors and manage- 
ment and being aware of their needs and motivations. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

4. Skill in maintaining an objective point of view in problem situations. 

26 27 28 29 19 30 31 32 33 34 3 36 35 37 16 22 . 
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HOTEL/MOTEL COMPETENCIES 
AREA OF HUMAN RELATIONS 



Skills : 

5. Skill in maintaining good health for effective job performance. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

6. Skill in developing personality traits necessary for successful job performance. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

7. Skill in representing the business favorably to guests and outside business 
associates . 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

8. Skill in adapting to the personality and needs of guests. 

26 27 28 29 19 30 31 32 33 34 35 36 37 16 22 

9. Skill in avoiding misrepresentations of people, facilities and accomodations 
and policies. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

10. Skill in selecting the right person to do a job, giving clear instructions and 
following up on instructions to see that they are properly carried out. 

27 28 32 33 34 3 35 36 37 16 22 

11. Skill in interviewing employees regarding corrections and grievances. 

28 32 33 34 3 35 36 37 16 22 

1L. Skill in training employees and following up on the effectiveness of training. 
28 32 33 34 3 35 36 37 16 22 

14. Skill in exercising self-control during trying situations. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

15. Skill in accepting criticism and turning it into a character-building element. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

16. Skill in demonstrating initiative and creativity. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

17. The ability to determine which applicants shall be employed and trained in 
order to best carry out business objectives. 

16 22 34 37 32 36 
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HOTEL/MOTEL COMPETENC I ES 
AREA OF HUMAN RELATIONS 



Skills : 

18. The ability to follow through on the initial experiences of new employees, 
determining whether they are to be retrained, transferred or released. 

28 16 22 3 32 33 34 35 36 37 

19. The ability to evaluate the abilities, interests and performance of employees 
in relation to possible advancement . 

28 16 22 32 33 34 3 35 36 37 

20. Ability to capitalize on the talents and attributes of employees both to their 
benefit and that of the hotel. 

28 16 22 32 33 34 3 35 36 37 

21. Skill in adapting to change. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

22. The ability to understand one’s self. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

23. Skill in generating enthusiasm toward people. 

26 27 28 29 19 30 31 32 3 33 34 35 36 37 16 22 

Attitudes : 

1. Attitude that the hotel's personnel policies are established for the benefit 
of the hotel and the employee. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

2. Attitude that next to job performance, human relations is an employee's great- 
est responsibility. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

3. Attitude that the worker's satisfactory job performance includes not only what 
he does, but also how he influences other people, whether good or bad. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

4. Attitude that employee morale is a primary responsibility of management. 

16 22 36 37 3 35 33 34 

5. A belief that honesty and integrity are personality traits necessary in job 
situations, such as, recordkeeping, timekeeping and stockkeeping in addition 
to working with money. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 
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HOTEL/MOTEL COMPETENCIES 
AREA OF HUMAN RELATIONS 




t 
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Attitudes : 



6, An awareness that understanding others and one's self is basic to working 
harmoniously together. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

7. Attitude that leadership concentrates on effective relationships with others. 

28 32 33 34 3 35 36 37 16 22 
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8. A fooling that the effective supervisor must be a leader whose job is to 
achieve results through other people. 

28 16 22 32 33 34 3 35 36 37 

9. An awareness that an employee must be willing to accept and adjust to change. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

10. An awareness of the necessity to perform tasks in addition to one’s job re- 
sponsibilities when situations necessitate. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

11. A belief that a supervisor should set an example of personal work habits and 
character which employees can emulate. 

27 28 16 22 32 33 34 3 35 36 37 

12. An awareness that good personal appearance helps create effective customer 
impressions . 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

13. A feeling that good human relations within a hotel builds good public relations. 

28 16 22 32 33 34 3 35 36 37 

14. An awareness that good human relations improve employee morale by encouraging 
cooperation, generating happiness and creating harmony. 

28 16 22 32 33 34 3 35 36 37 

15. An awareness that good human relations helps increase production by stimulating 
interest and creativeness in employees. 

28 16 22 32 33 34 3 35 36 37 

16. An awareness that properly kept personnel records can create good employee 
relations and increase morale. 

16 22 

17. An awareness that creativity among hotel personnel should be rewarded. 
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33 



34 



35 



36 37 16 22 
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HOTEL/MOTEL COMPETENCI ES 
AREA OF HUMAN RELATIONS 



Attitudes ; 

18. A willingness to accept and put into practice the planned policies and 
procedures of management . 

28 32 33 34 3 35 36 37 16 22 

19. An awareness that good human relations depends on the personality factor and 
the adjustment of personalities. 

28 32 33 34 3 35 36 37 16 22 

20. A realization that employees’ ideas often prove beneficial when incorporated 
into business operations. 

28 32 33 34 3 35 36 37 16 22 

21. A realization that employee morale is influenced by the supervisor’s attitude. 

32 33 34 3 35 36 37 16 22 

22. Attitude that the interests of the business can be effectively promoted by 
active participation in the local Chamber of Commerce and local community 
project activities. 

16 22 35 33 

23. A recognition that training contributes to the understanding by supervisors 

of personnel management and other managerial functions which they must perform, 

28 32 33 34 3 35 36 37 16 22 

24. An awareness that motivation is closely connected with communication. 

28 32 33 34 3 35 36 37 16 22 

25. Attitude that time spent training assistant managers (potential hotel managers) 
is worthwhile to the future of the business. 

22 

26. Attitude that the hotel and its staff are most often appraised by the guest in 
terms of courtesy, comfort and cleanliness. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

27. A recognition of the need for joining and participating in meetings and 
activities that will improve personal and professional development. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 
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HOTEL/MOTEL COMPETENCIES 
AREA OF MATHEMATICS 



Knowledges and Understandings: 



2 . 



Knowledge of the items which are involved in a hotel/motel's operating 
expenses . 



4. 



16 22 34 33 35 32 36 37 3 

Understanding that a hotel's gross profit should cover operating expenses and 





provide a 


percentage of 


net profit . 


















16 22 


32 33 34 


3 35 


36 


37 












6 . 


Knowledge 
ment . 


of how to read 


and interpret 


a departmental 


profit 


and 


loss 


state- 




16 22 


32 33 34 


3 35 


36 














7 . 


Knowledge 

algebraic 


of mathematical manipulations 
expressions . 


up to and 


including 


first 


degree 




28 29 


19 30 31 


32 33 


34 


3 35 


36 


37 


16 


22 




Skills: 




















1. 


Skill in 


multiplying and 


extending 


figures with facility. 










26 27 


28 29 19 


30 31 


32 


33 34 


3 


35 


36 


37 


16 22 


2. 


Skill in 


adding columns 


of figures 


with 


facility . 














26 27 


28 29 19 


30 31 


32 


33 34 


3 


35 


36 


37 


16 22 


4. 


Skill in 
such as, 


reading self-computing scales 
tax computation charts. 


that speed 


up 


mathematical 


procedures , 




29 19 


30 31 32 


33 34 


3 


35 36 


37 


16 


22 







5. 



Skill in balancing cash and totaling receipts at end of day. 
19 31 29 16 



Skill in computing local, state and federal taxes which must be applied in the 
sale of services. 



29 



19 



16 



22 



30 



31 



33 35 



9. 



Skill in determining billed costs of merchandise after figuring quantity and 
trade discounts which the manufacturer offers. 



11 



3 32 34 22 16 36 

Skill in analyzing charts and graphs and interpreting the data 
33 3 35 36 16 22 



^Numbers below each competency indicate number of job which requires the 
competency. See page 946 for job number. 



1042 



! O 

i ERLC 















V 



I 



HOTEL/MOTEL COMPETENCIES 
AREA OF MATHEMATICS 
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Skills ; 

15. Skill in making change and using the cash register. \ 

29 19 31 16 j 

16. Skill in selecting and analyzing pertinent factors from a statistical or i 

written report . 

33 34 3 35 36 16 22 I 

I 

! 

18. Skill in accurately calculating the exact amount of a guest's bill. | 

29 19 16 22 30 31 ' 

19. Skill in setting prices on accomodations or services that will cover the cost 

of operation and yield a profit. j 

I 

16 22 33 35 32 37 j 

21. Skill in using and translating percentages with facility. j 

29 19 30 31 32 33 34 3 35 36 37 16 22 

22. Skill in using such shipping terms as F.O.B. and C.O.D. 

3 22 



I 

s 

% 



j 

s 



23. The ability to maintain mathematically correct stock control records. 

3 34 32 36 

Attitudes ; 

1. Attitude that carefully calculating the exact amount of a guest's or party's 
bill will prevent business shortages. 



29 19 31 16 22 33 35 



J. 

f 

f; 

| 

l 



2. Attitude that retail prices must be carefully placed on services so as to 
cover the cost of operation and yield a profit. 

16 22 33 35 37 32 

3. Attitude that retail prices must be carefully placed on accomodations and 
services so as to cover the cost of operation and yield a profit. 

16 22 37 35 33 

5. Attitude that careful use of cash register >r cash drawer will prevent money* 
shortages . 

29 19 16 22 31 
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HOTEL/MOTEL COMPETENCIES' 
AREA OF MERCHANDISING 



Knowledges and Understandings: 



Knowledge of the .hotel's price line structure and pricing policies. 

3 32 33 35 16 22 

Knowledge of the ways prices psychologically affect guests. 

33 32 35 16 22 29 19 30 

Knowledge of the uses of forms and records necessary in inventory control 
3 32 34 16 22 36 



6 



Understanding that stock counts are taken for inventory control purposes and 
for ordering purposes. 



16 



22 



32 



33 34 



35 



36 



37 



Knowledge of available resources and characteristics of individual manufac- 
turing firms or suppliers. 



32 



34 



36 



16 



22 



10 



Knowledge of how to obtain the desired quality for the lowest available price 
by accepting and reviewing competitive bids before orders are placed. 



14. 



16 



16 22 3 36 34 32 

Knowledge of the usual or typical discounts and terms offered by suppliers 
3 32 34 36 22 16 

Knowledge of vendors' terms and discounting policies. 





3 32 


34 


36 22 16 






18 . 


Knowledge 


of 


the reasons for 


making returns of stock or supplies to manufac- 




turers or 


distributors . 








3 32 


34 


36 22 16 






19. 


Knowledge 


of 


the procedures 


involved 


in a count for physical inventory. 




37 16 


22 


32 34 3 


36 ' 




00 

CM 


Knowledge 


of 


stock quantities necessary for seasonal or year-round use. 




3 32 


34 


36 16 22 






32 . 


Knowledge 


of 


the uses of information 


available from inventory control systems. 




3 32 


34 


36 16 22 






Ski 


11s: 










1 . 


Skill in 


placing reorders as 


soon as 


the need is discovered to assure depth of 




stock in 


wanted items. 








3 32 


34 


36 16 22 







7 Numbers below each competency indicate number of job which requires the 
competency. See page 946 for job number. 
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HOTEL/MOTEL COMPETENCIES 
AREA OF MERCHANDISING 



Skills : 

3. Skill in keeping up-to-date on trends through trade journals, manufacturers 
pulications, etc. 

3 32 34 16 22 36 

4. Skill in maintaining a close relationship between stocks and rate of 
consumption . 

3 32 34 36 16 22 

6. Skill in keeping informed of competitive conditions in the market area which 

the hotel serves. 

16 22 33 35 3 34 30 

7. The ability to use the company's purchase order forms. 

3 32 34 36 37 16 22 

10. Skill in taking accurate stock counts of merchandise for ordering, inventory 
or unit book control correction purposes. 

32 34 36 3 

14. The ability to determine the quantity of supplies to buy when purchasing new 
items or reordering basic stocks. 

3 32 34 36 16 22 

15. Skill in determining stock quantities necessary for seasonal or year-round con- 
sumption . 

3 32 34 36 16 22 

25. Ability to use information on economic indicators to forecast expected business. 
16 22 33 35 

28. The ability to determine the psychological effect of prices on guests. 

3 32 33 35 16 22 30 29 19 

30. Skill in scheduling stock counts to assure depth of stock in needed goods and 
products . 

3 32 34 36 16 22 37 

31 The ability to participate in stock counts for physical inventories, 

37 16 22 32 33 34 3 35 36 

33. Skill in interpreting vendors' terms and discounting policies. 

3 32 34 36 16 22 
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HOTEL/MOTEL COMPETENCIES 
AREA OF MERCHANDISING 



Skills : 

34. Skill in using forms and records necessary in inventory control. 



t 
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37 16 22 32 33 34 3 35 36 

39. The ability to effectively analyze proposed supply purchases by other manage- 
ment personnel, either authorizing, revising or rejecting the proposed 
purchase in light of need and stock conditions. 

3 16 22 

Attitudes : 

1. Attitude that stockkeeping errors or losses affect company profits. 

3 36 34 16 22 32 

3. Attitude that the purchasing agent must be kept informed of low quantity 
points of staple stocks. 

3 32 34 36 37 16 22 

4. Attitude that one must keep informed of manufacturers' or resources' products 
and supplies which can be valuably used by the hotel or motel. 

3 32 34 36 16 22 



11. Attitude that before buying merchandise, its comparative market value, com- 
petitive elements, amount of stock on hand and on order must be considered. 




3 36 32 34 16 22 

17. A belief that unit inventory control book systems must be kept up-to-date if 
they are to be useful in planning and making purchases. 



3 



32 34 36 16 22 



I 

: 



18. Attitude that manufacturer representatives are a source of market and product 
information . 



3 32 34 36 16 22 

25. Attitude that management should keep informed of new advancements and the 
availability of equipment and supplies for use by hotels. 

16 22 34 36 32 37 
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HOTEL /MOTEL COMPETENCIES 
AREA OR OPERATIONS AND MANAGEMENT 



Kn.) 


wl edges anti 


■Indorst Hidings : 


2 

• 


Knowl edge 


of 


the hotel's billing procedures. 




29 19 


"•.) 


31 


16 22 33 35 


«*> 


Knowledge 


of 


how to 


follow through on references given by credit applicants. 




16 22 








4. 


"nov/1 edge 


of 


how to 


deal with slow payers or non-collectable credit accounts. 




16 22 








7. 


Knowledge 


of 


how to 


handle and record customer payments of bills. 




29 19 


16 


22 


31 


9. 


Knowledge of how to work effectively with credit bureaus to supply and receive 
credit roiorcnce information vital to the hotel and the credit bureau. 



In 22 







10. Knowledge of how to discuss delinquent accounts with a guest, keeping that 
person * s goodwill . 

16 22 

11 . Knowledge of how to maintain a working environment where employees can have a 
sense of security and reasonable freedom from worry . 

28 32 34 3 35 33 36 37 16 22 

12 Knowledge of how to help each employee have a feeling of pride in his company 
and the worthwhileness of his work. 

28 32 34 3 35 33 36 37 16 22 

!3. Knowledge* of the ways to make job orientation for new employees friendly, 
skillful and adequate, 

28 32 34 3 35 33 3G 37 16 22 

14. Knowledge of the methods of training which can be used, such as, telling, showing, 
demonstration and dramatization, 

28 32 34 3 35 33 36 37 16 22 

15. Knowledge of how to plan work force budgets and schedule employee working hours, 
lunch hours and reliefs. 

28 32 34 36 37 16 22 33 35 



^Numbers below each competency indicate number of job which requires the 
competency. See page 946 for job number. 
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Understanding that a personnel organization by showing lines of authority and 
responsibility can be used in hiring and training as well as in increasing 
employee morale. 



* 




16 22 




I 



t 



17. 


Knowledge 


of 


the hotel's procedures for 


evaluating employees. 




28 32 


34 


36 37 16 22 35 


33 


18. 


Knowledge 

promoting 


of 

or 


how to use the hotel's policies for making decisions on hiring, 
dismissing employees. 




28 32 


34 


36 37 16 22 33 


35 


19. 


Knowledge 


of 


the qualifications set up 


for recruiting new employees. 




28 16 


22 


32 33 34 3 35 


36 37 



1 



20 . 



I 

i 



Knowledge of local and national economic factors, such as, strikes and demon- 
strations, which may influence the business. 



% 

% 






21 . 



28 16 22 32 33 34 3 35 36 37 

Knowledge of the functions of hotel maintenance. 



? 



. 



) 

i 



* 



(: 




26 27 28 29 30 31 32 33 34 3 35 36 37 16 22 

22. Understanding that proper care of hotel equipment and proper stock arrange- 
ments can help prevent accidents. 

26 27 28 29 .16 30 31 32 33 34 3 35 36 37 22 

23. Knowledge of how to plan and develop a workable six-month or yearly budget for 
a division or department in the hotel. 

16 22 32 33 34 3 35 36 37 

24. Understanding that although management plans expense control budgets, the 
actual control must be carried out by the cooperative effort of all hotel 
employees . 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

25. Understanding that seemingly small savings in some expense areas can mean a 
substantial gain in profits. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

26. Understanding that careful use of supplies will help control expenses. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

28. Knowledge of how to authorize guests' checks according to the hotel's policy. 
29 19 30 31 16 22 33 35 
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HOTEL/MOTEL COMPETENCIES 
AREA OF OPERATIONS AND MANAGEMENT 



Knowledges and Understandings : 

30. Knowledge of the availability and location of guest facilities. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

33. Knowledge of the factors which influence hotel arrangement and layout. 

16 22 36 37 3 33 35 34 32 

40 . Knowledge of how to record and report federal and state sales taxes. 

29 19 30 31 16 22 33 35 

41. Knowledge cf procedures for reporting and handling damaged supplies and equip 
ment . 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

42. Knowledge of how to requisition and obtain supplies needed by the department. 

28 29 32 33 34 35 36 37 16 22 

44. Knowledge of the amount on— hand of various items that is considered an 
adequate supply. 

29 19 30 31 28 16 22 32 33 34 3 35 36 37 

45. Knowledge of the procedures involved in checking incoming stock and supplies 
in against an invoice. 

3 34 32 36 37 

46. Knowledge of the procedures for handling incorrect amounts or types of stock 
or supplies received. 

3 32 34 36 37 

47. Knowledge of the uses of forms and reports necessary in stockkeeping. 

28 32 36 37 3 34 16 22 

48. Knowledge of the bookkeeping and accounting process which accompanies the 
receiving system. 

3 32 34 36 37 

49. Knowledge of how to file claims for stock damages, shortages and overcharges 
on carriers, suppliers or manufacturers. 

3 32 34 36 37 

i 

50. Knowledge of how to follow through on non-delivered or lost shipments. 

3 32 34 36 37 
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HOTEL/MOTEL COMPETENCIES 
AREA OF OPERATIONS AND MANAGEMENT 
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Knowledges and Understandings : 

53. Knowledge of the various modes of transportation used in shipping merchandise 
from vendors. 

3 32 34 36 37 

59. Knowledge of how to handle employee complaints and grievances, maintaining an 

objective point-of-viow. 

28 30 32 33 34 3 35 36 37 16 22 

60 - Knowledge of how to develop a hotel budget within which operations can be 

realistically controlled. 

22 16 

61. Knowledge of how to run an efficient hotel or motel business without destroying 
the services expected by guests. 

16 22 

62. Knowledge of how to use periodic inventories of linen, china, glassware, 
silver, etc., to determine pilferage, wear due to laundering, carelessness 
of employees and to keep the cost of replacement in line. 

16 22 34 3 32 

63. Understanding that the equipment supplied to the housekeeping staff has a 
direct influence on its efficiency. 

16 22 34 

64. Knowledge of how to use "percentage of occupancy" - ratio of the rooms 
occupied by paying guests to the number of rooms for sale - as a valuable 
indicator of the trend that business is taking. 

16 22 35 

65. Knowledge of how to use "average rate per occupied room" - figured by dividing 
the room sales by the number of rooms occupied by paying guests - as an indi- 
cator of the trend that business is taking. 

16 22 35 

66. Knowledge of state laws governing the hotel or motel’s responsibility for 
guests’ valuables. 

16 22 29 19 31 33 35 30 

67. Knowledge of how to take care of employees' or guest's accidents in the hotel. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 
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HOTEL/MOTEL COMPETENCIES 
AREA OF OPERATIONS AND MANAGEMENT 



Knowledges and Understandings : 

68. Knowledge of how to interview potential employees, obtaining all necessary 
data and offering them information concerning the business operation 
and policies. 



70 



71 



73 



28 32 33 34 3 35 36 37 16 22 

Knowledge of the names and purposes of significant professional associations - 
local, state and national - that are of interest to hotel management. 

36 37 3 34 33 35 16 22 

Knowledge of how to use records to analyze and supervise the work of employees 
at different levels. 

16 22 

Knowledge of how to control expenses in order to provide the highest possible 
profit . 



16 22 

75. Knowledge of how to properly handle records for the effective control of the 
hotel’s operation. 

16 22 

81. Knowledge of the intangibles of business, such as, human relations factors, 

long-run economic factors and innovations which may influence one’s business. 

16 22 34 33 35 3 36 32 




6 



Skills : 

2. Skill in accurately handling and recording guest payment of bills. 



j 



I 

I 



3. 



29 19 16 22 30 31 

Skill in tactfully handling slow-payers or non-collectible credit accounts. 



I 

I 



4. 



S 8 . 



jr 



16 22 

Skill in determining when to take legal action with delinquent accounts. 

16 22 

Skill in using credit department equipment, such as, billing or posting 
machines, addressing machines, comptometers, microfilm machines and credit card 
stampers . 






12 . 



29 19 30 31 16 

Skill in selecting and using the methods of training best suited to individual 
situations . 



28 32 33 34 3 



35 36 37 16 22 
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HOTEL/MOTEL COMPETENCIES 
AREA OF OPERATIONS AND MANAGEMENT 



Skills ; 

13. An ability to make job orientation for new employees friendly, skillful and 
adequate . 

28 32 33 34 3 35 36 37 16 22 

14. Skill in carefully selecting and placing employees in jobs which they are 
physically, mentally and emotionally equipped to perform. 

16 22 34 28 32 36 37 

15. An ability to select those persons most nearly qualified for employement when 
recruiting potential employees. 

28 32 33 34 3 35 36 37 16 22 

16. The ability to observe and evaluate the operations of similar hotels or motels 
in an attempt to increase efficiency in one's own operations. 

32 33 34 3 35 36 37 16 22 

17. Ability to dtermine in various situations the most efficient way to get the 
job accomplished. 





26 27 


28 29 19 30 


31 


32 33 


34 3 35 


36 


37 


16 


22 


18. 


Skill in 


handling and caring 


for 1 


hotel equipment. 












26 27 


28 29 19 30 


31 


32 33 


34 3 35 


36 


37 


16 


22 


21. 


Skill in 


recognizing and handling 


pilferage 


and thefts. 












26 27 


28 29 19 30 


31 


32 33 


34 3 35 


36 


37 


16 


22 


23. 


Skill in 


determining shipping 


and 


receiving 


discrepancies 


and 


taking 


the 





proper action. 

3 34 32 16 22 

27. Skill in determining routing and quantities in transportation of goods to keep 
transportation costs at a minimum. 

3 32 34 36 16 22 

28. Skill in following through on non-delivered or lost shipments. 

3 32 34 36 16 22 

29. Skill in handling incorrect amounts or types of supplies received. 

3 32 34 36 16 22 

30. Skill in accurately checking purchases in against an invoice. 

3 . 32 34 36 16 22 
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HOTEL/MOTEL COMPETENCIES 
AREA OF OPERATIONS AND MANAGEMENT 



Skills : 



j 34. Skill in planning and developing 

hours, lunch hours and reliefs. 

f 28 32 33 34 3 35 36 



a work force and scheduling employee working 



37 16 22 



35. 



36. 



37. 



38. 



39. 



40. 



41. 



42. 



45. 



50. 



Skill in planning and developing a workable six-month or yearly budget for a 
hotel division or department . 

28 32 33 34 3 35 36 37 16 22 

Skill in reducing costly errors by maintaining proper records of business 
operations . 

22 16 

Skill in determining, setting up and interpreting to employees those hotel 
policies and procedures that will prove most beneficial to the operation and 
growth of both the business and hotel personnel. 

16 22 32 33 34 36 37 

Skill in keeping informed of developments and trends that will affect present 
and future hotel operations. 

36 3 35 33 34 16 22 32 

Skill in keeping informed of state, federal and local laws concerning hotel 
operations and interpreting their implications for one’s own business. 

33 32 34 16 22 

Skill in keeping guest accounts up to the minute, since the guest often leaves 
without prior notice. 

29 19 31 16 

Skill in employing new and up-to-date housekeeping methods which result in a 
more effective operation and greater guest satisfaction. 

34 16 22 

Ability to keep a room-by-room record of what is needed in the way of replace- 
ments or repairs (linens, spreads, draperies, carpeting, etc.) and discuss 
such needs with management. 

34 

Skill in planning and organizing work. 

28 16 22 34 32 36 37 3 33 35 

Skill in avoiding mechanical breakdowns by setting up a sound maintenance 
program and adhering to it. 

36 16 22 
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HOTEL/MOTEL COMPETENCIES 
AREA OF OPERATIONS AND MANAGEMENT 



Skills : 

51. Ability to tactfully identify mistakes employees have made and help them 
constructively correct them. 

16 22 28 34 33 32 36 

56. The ability to determine when additional employees are needed in order to 
accomplish desired business objectives. 

16 22 34 36 37 33 

Attitudes : 

1. An awareness of the advantages of credit to a hotel’s business. 

29 19 30 31 16 22 33 35 

2. An awareness of the advantages of credit to the customer. 

29 19 16 22 30 31 33 35 

3. Attitude that hotel management must continuously study and evaluate its credit 
policies and procedures, making changes or adjustments as needed. 

16 35 22 

4. Attitude that proper records of collections must be maintained. 

16 22 

6. A belief that each employee should be made to feel his efforts are really 
appreciated . 

28 32 34 3 35 33 

7. A belief that careful and thoughtful consideration should be given to the 
probable effect each rule, each notice and each practice will have on the 
feelings of all concerned. 

28 32 34 3 35 33 36 37 16 22 

8. A belief that employees should have a part in planning those things which 
affect their working conditions. 

28 32 34 3 35 33 36 37 16 22 

9. A belief that there should be a constant and intelligent effort on the part 
of management to be absolutely fair in every policy and every practice. 

28 32 34 3 35 33 36 37 16 22 
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HOTEL/MOTEL COMPETENCIES 
AREA OF OPERATIONS AND MANAGEMENT 



Attitudes ; 

10. Attitude that conditions should be such that working proves to be a satisfying 
social experience as well as a means of making a livelihood. 

28 32 34 3 35 33 36 37 16 22 

11. A belief that efficient individual workers and an organization that functions 
smoothly are usually outcomes of employee training. 

28 32 34 3 35 33 36 37 16 22 

12. Attitude that hotel employees must be continuously informed of new services 
and operating procedures through individual or group training. 

16 22 28 33 34 32 36 37 31 35 

14. Attitude that it is management’s responsibility for providing job knowledge 
and incentive through training. 

28 32 34 3 36 37 16 22 

15. Attitude that management, supervisors and employees require a framework of 
policies and procedures within which to operate. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

16. Attitude that a well-kept and attractively decorated hotel is a primary means 
of attracting and holding business. 

34 16 22 

17. A belief that employees must be trained with regard to safety measures and 
accident prevention. 

28 32 33 34 3 35 36 37 16 22 

18. A realization that expenses are an influential factor in operating profitably. 

16 22 28 32 33 34 3 

20. An awareness that special customer services and accomodations build guest 
goodwill and help increase sales. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

24. An awareness that a personnel organization enables the policies of the firm to 
be carried out and enables each person employed to make a contribution to its 
successful operation . 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 
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HOTEL/MOTEL COMPETENCIES 
AREA OF OPERATIONS MANAGEMENT 






Attitudes ; 

25. Attitude that lines of authority should be followed, so that a department head 
or supervisor’s position may not be weakened by management dealing directly 
with employees on matters that are logically in the supervisor's domain. 

16 22 32 35 36 34 33 37 3 28 

27. Attitude that complete records should be kept of all incoming goods and 
supplies for hotel protection. 

3 32 34 36 16 22 

29. Attitude that employee morale can be maintained and payroll savings brought 
about by carefully scheduling and budgeting employee working hours „ 

28 16 22 32 36 34 37 

30. Attitude that attention must be paid to state and local laws regulating the 
hiring of minors, the use of women for certain jobs, wages and hours and 
health examinations. 

16 22 34 36 32 ?£ 28 

31. Attitude that management must be continuously aware of promotional and transfer 
possibilities among hotel personnel in successfully filling job vacancies. 

16 22 34 36 32 33 35 

32. Attitude that since the future of the business is dependent upon the quality 
of future managers, a definite program for recruitment and development of 
future managerial personnel should be a part of every business. 

22 16 

34. Attitude that a good supervisor must also be a good teacher or trainer. 

3 32 34 35 36 16 22 

35. Attitude that in gauging the efficiency of the staff, it is best to establish 
standards of performance for employees performing various job duties. 

16 22 32 33 34 36 28 

36. Attitude that a hotel or motel budget is most beneficial when used to evaluate 
and compare operating results with the budget's plans and anticipations. 

16 22 34 32 36 37 35 33 

37. Attitude that the hotel or motel must constantly guard against pilferage and 
thefts so as to protect its property and profits. 

16 22 34 3 36 32 33 

38. Attitude that it is the business and moral responsibility of the hotel or motel 
to assure the guest that both he and his belongings are safe while occupying a 
room. 

16 22 
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HOTEL/MOTEL COMPETENCIES 
AREA OF OPERATIONS AND MANAGEMENT 



Attitudes : 



39. Attitude that providing restaurant or dining facilities within the hotel or 
motel or on the premises tends to increase the business's popularity with 
travelers . 

22 16 

40. Attitude that the room clerks with the most pleasing personality and strongest 
sales talent should be scheduled for work during the peak selling period 

(4 p.m 0 to midnight). 

16 22 

41. Attitude that since cashing checks is a risky business, every precaution 
should be taken when cashing them. 

29 19 30 16 22 

53. Attitude that established methods should be constantly questioned and new 
ideas incorporated to improve service to the customer. 

16 22 

56. Attitude that time spent training assistant managers (potential hotel or motel 
managers) is worthwhile to the future of the business. 

22 

58. Attitude that the interests. of the business can be effectively promoted by 
active participation in merchants' associations and local community project 
activities. 

16 22 35 33 

61. Attitude that it is necessary to take certain business risks in order to in- 
corporate improved operations and increase business. 

16 22 32 33 34 36 37 3 35 
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HOTEL/MOTEL COMPETENCIES 7 
AREA OF PRODUCT AND SERVICE TECHNOLOGY 



Knowledges and Understandings : 

I. Knowledge of the ways to interpret the features of hotel services and accom- 
modations to guests. 

29 19 30 31 16 22 

3 . Knowledge of the ways to show that a particular service or accommodation is 
suited for the purpose the guest has in mind. 

29 19 30 31 16 22 35 37 33 

8. Knowledge of the sizes, arrangements and prices at which hotel rooms are 
available . 

29 19 30 31 16 22 35 33 

10. Knowledge of the differences and particular features of various hotel rooms sc 
that accommodations may be selected to meet a guest's needs. 

29 19 30 31 16 22 35 33 

II. Knowledge of the values of advertising information to the hotel employee. 

26 27 28 29 19 30 31 32 33 34 35 37 16 22 

13. Understanding that services and accommodations information is a useful tool in 
opening up a sales conversation with potential guests. 

29 19 30 31 16 22 33 35 

21. Understanding that trade names or slogans are an advertising device used to 
encourage guest retention. 

26 27 28 29 19 30 31 32 16 22 3 33 34 35 36 37 

27. Knowledge of the procedures a guest must follow to apply for and obtain a 
national credit card. 

16 22 

28. Knowledge of the approximate time required to remake a guest room and ready it 
for occupancy. 

29 19 30 34 16 22 

29. Knowledge of the availability of guest rooms and public facilities for various 
times . 

29 16 22 30 31 19 33 35 

30. Knowledge of the hotel restaurant’s hours, the type service offered and food 
served . 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 
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below each competency indicate number of job 
See page 946 for job number. 
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HOTEL/MOTEL COMPETENCIES 
AREA OF PRODUCT AND SERVICE TECHNOLOGY 



Knowledges and Understandings : 

31. Knowledge of the arrival and departure times of limousine and public trans- 
portation systems serving the hotel or motel . 

26 27 28 29 19 16 22 30 31 37 35 33 

32. Knowledge of the recreational facilities offered by the hotel or motel and 
their locations. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 
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Skills : 

5. Skill in keeping an accurate record of the amount of supplies on-hand and/or 
the amount to reorder . 

3 34 32 36 37 

6. Skill in expressing guest benefits that accompany selling features of services 
and accommodations. 

29 19 30 31 16 22 33 35 26 27 28 

7. Skill in building a sales talk around the selling features of services and 
accommodations . 

29 19 30 31 16 22 33 35 

9. Skill in showing to guests the points of superiority of one’s own services and 
accommodations in comparison to competing hotels. 

33 35 16 22 26 27 28 29 19 30 31 

11. Skill in using facts from advertisements during sales. 

29 19 30 31 16 22 33 35 



Attitudes : 

1. Attitude that a continual program of training and retraining employees with 
hotel services and accommodations knowledge must be carried out . 

28 32 33 34 35 37 16 22 

2. Attitude that a familiarity with trade journals will supplement services and 
accommodations knowledge as well as current business trends. 

28 29 19 30 31 32 33 34 3 35 36 37 16 22 

3. Attitude that a hotel employee must have sufficient knowledge of the services 
and accommodations he promotes in order to answer a guest’s questions 
satisfactorily „ 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 
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HOTEL/MOTEL COMPETENCIES 
AREA OF PRODUCT AND SERVICE TEHCNOLOGY 



Attitudes ; 

4. Attitude that adequate knowledge of services and accommodations creates in the 
hotel employee enthusiasm for the business and adds to his self-confidence. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

8. A belief that adequate services and accommodations information will help in- 
crease sales and promote better guest relations. 

26 27 28 29 19 30 31 32 33 34 35 37 16 22 

10. Attitude that specific services and accommodations information may be found in 
advertisements . 

26 27 28 29 19 30 31 32 33 35 37 16 22 
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HOTEL/MOTEL COMPETENCIES 
AREA OF SELLING 



Knowledges and Understandings : 

2. Knowledge of the ways to demonstrate services and accommodations to create 
interest and desire in guests, 

26 27 28 29 16 22 35 30 31 33 32 37 19 34 

4. Knowledge of how to provide information about guest rooms and facilities which 
will create desire or interest in potential guests. 

29 30 26 27 16 22 19 31 28 37 35 33 

5. Knowledge of how to use suggestive selling in situations where guests or poten- 
tial guests are unfamiliar with accommodations and services offered. 

29 19 30 31 16 22 33 35 37 26 27 28 

6. Knowledge of how to handle individual differences in guests. 

26 27 28 29 19 30 31 16 22 32 33 35 37 

7. Knowledge of the ways to help a guest make a room selection decision. 

29 19 30 31 16 22 

11. Knowledge of how to properly handle credit cards during a charge transaction. 

29 19 30 31 16 

12. Knowledge of how to operate a cash register or bookkeeping machine. 

29 19 30 31 16 22 

14. Knowledge of how to make change and count it back to the guest. 

29 19 31 16 

15. Knowledge of how to properly write out guests' bills upon departure. 

29 19 31 16 22 

17. Knowledge of the importance of credit as a selling tool. 

29 19 31 30 35 16 22 33 

18. Knowledge of the ways to translate services and accommodation knowledge into 
guest benefits. 

26 27 28 29 19 30 16 22 31 32 33 37 35 

19. Knowledge of the ways to handle guest complaints. 

26 27 28 29 19 30 31 33 34 35 37 16 22 

7 Numbers below each competency indicate number of job which requires the 
competency. See page 946 for job number. 

1061 



!i 

! 






I 



\ 




:erlc 












aisaiBiiflaiia 



HOTEL/MOTEL COMPETENCIES 
AREA OF SELLING 



Knowledges and Understandings ; 

20. Knowledge of the hotel's credit policies, terms and credit plans. 

29 19 16 22 30 31 33 35 

22. Knowledge of departments, facilities and other locations within the hotel. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

23. Knowledge of the selling features of guest rooms and accommodations.. 

29 19 30 31 35 16 22 33 

24. Understanding that guest loyalty can be built with timely services, accom- 
modations and friendly service. 





26 27 


28 


29 


19 


30 


31 


32 33 34 3 


35 


36 


37 16 22 


26. 


Knowledge 


of 


how to 


analyze 


guest 


needs . 










26 27 


28 


29 


19 


30 


31 


32 33 35 37 


16 


22 




28. 


Knowledge 


of 


how to 


process 


checks 


received in payment 


for 


the 


guest's bill. 




29 19 


31 


16 


22 


30 












33. 


Knowledge 
during an 


of how to 
inventory 


prepare 

• 


or organize stock for accurate 


and 


fast counting 




3 32 


34 


36 


16 


37 













36. Knowledge of the housekeeping duties which must be performed in connection with 
proper stock care. 

3 32 34 36 37 16 

41. Knowledge of how to reserve rooms and facilities in advance, making the best 
and most profitable use of available and rentable space. 

29 19 30 31 16 22 35 33 

42. Knowledge of how to make the operation of the front desk hospitable, systematic 
and orderly so that a professional atmosphere is presented. 

29 19 30 31 16 22 

43. Knowledge of how to arrange for and supervise the serving of large numbers of 
guests at dinner parties or banquets. 

32 33 35 16 22 

44. Knowledge of how to take advantage of the activity around the "swimming pool" 
for obtaining additional income (rental of cabanas, extension of food service 
to snackbars at poolside, etc,). 

16 22 37 33 
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HOTEL/MOTEL COMPETENCIES 
AREA OF SELLING 



Knowledges and Understandings: 



45. Knowledge of how to conduct a personal sales program, meeting with local 

businessmen, professional people and those engaged in government and social 
work in an effort to sell the use of the hotel or motel’s facilities for 
conventions, exhibits, meetings and banquets. 

22 35 33 16 

I 

I 

Skills : 

| 1. Skill in remembering guests’ names when serving them. 

| 26 27 28 29 19 30 31 32 35 37 16 22 

I 

I 2 * Skill in distinguishing a guest’s personal characteristics while talking to 

him. 



29 30 35 32 16 22 31 19 

4. Skill in remembering personal information about individual guests. 

26 27 28 29 19 30 31 32 33 35 37 16 22 34 

6. Skill in showing a genuine interest in a guest’s problem. 

29 30 35 16 22 33 34 31 19 

7 . Skill in determining where the customer is in his thinking and proceeding to 
assist him through the remaining decisions in the buying process. 

29 19 30 31 33 35 16 22 

9. Skill in determining potential guests’ wants and desires during a sale. 

29 19 31 30 16 22 33 35 

10. Skill in suggesting to guests accommodations or services which can be substi- 
tuted for unavailable or desired ones. 

27 28 29 30 37 35 33 16 22 31 

11. Skill in listening for indicators regarding the prices a guest wishes to pay 
for accommodations and/or services. 

29 19 30 31 35 16 22 33 

12. Skill in relating accommodations and/or service benefits to a guest's needs 
when talking about them. 



29 19 30 31 33 35 16 22 

13. Skill in sensing a guest's objections and handling them as effectively as 
possible . 

26 27 28 29 19 30 37 35 33 16 22 
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AREA OF SELLING 

Skills : 

14. The ability to trade up, attempting to sell more spacious accommodations and 
additional services at higher rates. 



i 



29 19 30 31 35 16 22 33 

22. Ability to determine the buying motives of guests or potential guests and 

then appeal to them. 

29 19 30 31 33 35 16 22 37 

23. Ability to question, observe and listen in order to complete a successful sale. 





29 


19 30 


31 16 22 


33 35 






24. 


The 


ability to 


provide guests 


"facts and 


benefits" 


with discretion, analyzing 




and 


judging their reactions. 










29 


19 30 


31 16 22 


33 35 


37 




27. 


The 


ability to 


efficiently handle a cash 


register 


or bookkeeping machine 
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29 


19 


30 


31 16 22 






28. 


The 


ability to 


efficiently handle 


credit 


transactions . 




29 


19 


30 


31 16 22 33 


35 




29. 


The 


ability to 


efficiently handle 


a cash 


transaction . 




29 


19 


30 


31 16 22 33 


35 





30. Skill in helping a guest or potential guest make a buying decision. 

29 19 30 31 16 22 33 35 37 

33. Skill in showing or displaying services and accommodations in a way that creates 
interest and desire in guests or potential guests. 

29 19 26 27 28 30 31 37 33 35 16 22 

34. Skill in determining when and how to close a sale. 

33 35 29 16 22 31 30 

36. The ability to tactfully handle difficult guests. 

26 27 28 29 19 30 31 33 35 37 16 22 

38. Ability to serve guests in the manner or style that management desires. 

26 27 28 29 19 30 31 32 33 34 35 37 16 22 
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HOTEL/MOTEL COMPETENCIES 
AREA OF SELLING 



Skills ; 

39. Skill in returning guest rooms to rentable order just as soon as possible 
after being vacated. 

34 29 19 

40. Skill in quickly and efficiently moving guests’ luggage into the hotel or 
motel lobby and then on to their rooms. 

26 27 28 

Attitudes ; 

1. A feeling that each guest is an ’’individual" . 

26 27 28 29 19 30 31 33 34 35 37 16 22 

2. A feeling that the guest needs the service or accommodations being offered. 

26 27 28 29 19 30 31 16 22 33 35 37 

3. A feeling of sincere interest in guests and their problems. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

4. A belief that the job of selling contributes to the well-being of guests. 

29 19 30 31 37 33 35 16 22 

5. A strong interest in the accommodations or services being sold. 

26 27 28 29 19 30 31 32 33 35 37 16 22 

8. A feeling that genuine enthusiasm for services and accommodations during a 
sale will help create desire or interest in the guest or potential guest. 

26 27 28 29 19 30 31 33 35 16 22 

9. Attitude that guests’ objections must be handled and overcome with respect, 

29 19 30 31 32 33 34 35 37 16 22 26 27 28 

10. Attitude that a guest's complaint is an excellent opportunity to build good- 
will . 

26 27 28 29 19 30 31 32 33 34 35 37 16 22 

12. Attitude that suggestive selling is a service to the guest and also increases 
volume and profits. 

29 19 30 31 33 35 37 16 22 

13. Attitude that the act of selling is helping the guest obtain maximum personal 
satisfaction for money spent. 

33 35 30 29 19 16 22 31 
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HOTEL/MOTEL COMPETENC I ES 
AREA OF SELLING 



Attitudes : 

15. Attitude that sufficient understanding of a firm's policies is necessary to 
truly represent the viewpoint of management to guests. 

26 27 28 29 19 30 31 32 33 35 16 22 

16. A realization of the importance of a hotel or motel employee's position in 
regard to his public relations function. 

26 27 28 29 19 30 31 32 33 22 37 16 35 

20. Attitude that the guest - by his very act of complaining - is giving the hotel 
or motel an opportunity to correct a possible fault in its operations. 

16 22 32 34 37 33 35 

24. A belief that one must know the facilities, accommodations and rates being- 
featured in order to do an adequate selling job. 

29 19 30 31 33 35 16 22 

35. Attitude that in order to determine the kinds and extent of services and 
facilities to be offered the hotel must have an adequate knowledge of the type 
guest being served. 

16 22 37 35 3 34 33 

36. Attitude that selling does not stop when the guest has registered - he should 
be encouraged to utilize the full facilities of the house throughout his stay. 

26 27 28 29 19 30 31 32 37 35 33 16 22 

37. Attitude that hotel employees who have direct contact with guests must always 
be sales-minded,of f ering suggestions regarding services and available 
facilities . 

26 27 28 29 19 30 31 37 35 33 22 16 

38. Attitude that the guest is apt to judge the entire hotel or motel staff by 
the treatment he receives at the front desk operation. 

29 19 30 31 16 22 

39. Attitude that all hotel guests are "friends" of the manager - their patronage 
is sought. 




26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 

40. Attitude that one should give the best customer service with the customer 
always first in mind. 

26 27 28 29 19 30 31 32 33 34 3 35 36 37 16 22 
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TABLE 312 
HOTELS/MOTELS 
ADVERTISING COMPETENCIES 



KNOWLEDGES : 



SKILLS: 



ATTITUDES : 



JOBS: 
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TABLE 313 
HOTELS/MC 1 ELS 

COMMUNICATIONS COMPETENCIES 
SKILLS; 



ATTITUDES; 
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COMPETENCIES COMPETENCIES 



TABLE 314 
HOTELS/MOTELS 

HUMAN RELATIONS COMPETENCIES 



KNOWLEDGES : 



SKILLS: 



ATTITUDES: 
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TABLE 315 
HOTELS/MOTELS 
MATHEMATICS COMPETENCIES 



KNOWLEDGES: 

JOBS: 



SKILLS: 



ATTITUDES : 
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TABLE 316 
HOTELS/MOTELS 

MERCHANDISING COMPETENCIES 



ERJC 



KNOWLEDGES: 
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TABLE 317 
HOTELS/MOTELS 

OPERATIONS AND MANAGEMENT COMPETENCIES 



SKILLS: 
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TABLE 318 
HOTELS/MOTELS 

PRODUCT AND SERVICE TECHNOLOGY COMPETENCIES 



KNOWLEDGES: 



SKILLS: 



ATTITUDES: 
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TABLE 319 
hotels/notels 
BELLING COMPETENCIES 



SKILLS: 



ATTITUDES: 
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SUMMARY AND IMPLICATIONS 



In this chapter, the critical tasks of workers in 17 selected jobs in hotels 
and motels, the competencies needed to perform the tasks &nd a cross-tabulation of 
competencies required by workers in the 17 jobs were presented. 

) 

Data concerning the critical tasks were obtained through structured inter- 
views with the employee in the job being studied and with rbe supervisor of this 
employee. Interviews were conducted in selected resort hotels in Virginia and in 
hotels and motels in Richmond, Roanoke and Wytheville, Virginia. A Hotel/Motel 
Advisory Committee assisted in identifying entry, career and specialist jobs. 

Competencies needed to perform the identified tasks were evaluated by paired 
distributive specialists. The competencies were clustered around the following 
areas: advertising, communications, human relations, mathematics, merchandising, 

operations and management, product and/or service technology and selling. In 
each area, the competencies were listed as knowledges and understandings, skills 
and attitudes. 

The cross-tabulation of competencies shows common cores of competencies in 
each of the areas. 

Although the primary purpose of this step of the research project was to 
provide a basis for decisions concerning the technical component of the distrib- 
utive teacher education curriculum, the data should be useful to curriculum 
workers concerned with high school, post- secondary and adult curriculums. 
Recommendations for further research pertaining to this part of the study is 
included in Chapter VI, Volume I. 
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CHAPTER XIII 

CRITICAL TASKS AND COMPETENCIES 
IN THE 

RESTAURANT CATEGORY 



Purpose : The specific purpose of this part of Step IV of the research study, "A 

Competency Pattern Approach to Curriculum Construction in Distributive Teacher 
Education," was to determine the critical tasks required by distributive workers 
in the restaurant category and td determine the competencies needed to perform 
these tasks. 



24 

DESIGN OF THE STUDY 



As explained in Chapter V, Volume I, the critical tasks performed by workers 
in eight selected jobs in the restaurant category were identified through struc- 
tured interviews with the employee whose job was being studied and with the super- 
visor of this employee. The interviews were conducted in Richmond, Roanoke and 
Wytheville, Virginia. In most cases, two interviews regarding each job were con- 
ducted in each of the three cities. Interviews were not conducted in Wytheville 
for head waiter and busboy since these job capacities did not exist in any of the 
Wytheville restaurants when the interviews were conducted. Selected restaurant^ 
management assisted in identifying entry jobs and jobs in two steps of a possible 
career continuum. The Two-Step Career Continuum is on page 1077. The advisory 
restaurant management also reviewed the items in the pre-coded Interview Guide, 
a sample of which is in Appendix B, Volume I. 

A tentative list of competencies needed to perform the identified critical 
tasks was drawn from the literature and from discussions with authorities in 
restaurant operation. This list was evaluated by paired distributive specialists - 
one member from the Hotel/Motel Advisory Committee with an interest in restaurant 
management and a member of the Education Institute of the American Hotel and 
Motel Association with an interest in the restaurant field. These distributive 
specialists also evaluated the selection of jobs which seemed to require the 
competency . 



ANALYSIS AND INTERPRETATION OF THE DATA 



Critical Tasks: In Tables 320 through 339 the responses of supervisors and 

employees in selected restaurants are given. In instances where both respondents 
indicated that they never performed a listed task, that task was deleted. Tasks 
that were added to the list of tasks on the pre-coded Interview Guide are listed 
below each table. These additional tasks were not submitted to other respondents, 
but were discussed with the distributive specialists who served on this part of 
the research and were considered in developing needed competencies. 

The data are organized in this way: Specific job duties and related job 

duties (tasks related to display, stock, advertising and customer contacts) are 
provided for each of the 8 jobs in Tables 320 - 335. Data concerning in-restau- 
rant contacts, out-of-restaurant contacts, supervisory responsibilities and food, 



24 See Chapter V, Volume I, for a complete explanation of the procedures 
used in Step IV. 
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equipment and supplies are provided in Tables 336 - 339. The reader s. ou r 
to the Two-Step Career Continuum, page 1077, for job titles to which , e jo 
numbers in the tables correspond. Competency clues regarding food and 
mation and restaurant policies and procedures are given on pages 1119 - 11^ • 
Workers who indicated that need for these competencies are identified y jo 
under each category. 

Competencies: Competencies needed to perform the critical tasks are or ^ a ^ized 

into nine areas: advertising, communications, display, human relations, mathe- 

matics, merchandising, operation and management, product and/or service technology 
and selling. Knowledges and understandings, skills and attitudes are presented 
under each of the nine areas. Job numbers of workers who need the competency are 
given below each competency. The reader should note that the job number for waiter 
and countergirl are the same. In addition to the above competencies, it is assumed 
that in order to enter and advance in a distributive occupation workers need an 
understanding of basic concepts concerning marketing and economics. Some basic 
concepts and generalizations concerning marketing and economics are included in 
Chapter V, Volume I. 

Core of Competencies: Tables 340 - 348 give a cross-tabulation of competencies 

needed by workers in the restaurant jobs included in the study. The clusters of 
competencies show a common core of competencies needed by a number of workers. 

The reader should refer to the list of competencies, pages 1122 - 1178, to identify 
the competency to which a competency number corresponds. For example, Knowledge 
(area of Advertising) competency # 7, found on page 1122, reads, ’’Knowledge of the 
relative costs of advertising in various media." This competency is considered 
necessary for job number 16, assistant restaurant manager and job number 22, 
restaurant manager, as shown on the Two-Step Career Continuum on page 1077. The 
reader will note that there are some missing competency numbers in the list of 
competencies. This is due to the fact that competencies required of all 70 jobs 
included in the study are numbered consistently throughout the study. If a certain 
competency is not needed by workers in the restaurant category that competency is 
omitted in the restaurant competency list, but will appear in other lists. This 
numbering scheme was used to facilitate cross— tabulation of competencies in the 
seven categories of business, as presented in Tables 30 - 38, Volume I. 
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RESTAURANT TWO-STEP CAREER CONTINUUM 



Entry 



First Step 



Second Step 



38 



Busboy (girl) 

(Floor girl, cafeteria) 



39 Waiter (Waitress) 



40 Head Waiter 



39 Counter girl 



41 



Hostess 



19 Cashier 

(Checker, cafeteria) 



16 



Assistant Restaurant 
Manager 



22 Restaurant 
Manager 
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